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Job description 
 
Responsive Support Officer (Ref: 
 
	Reports to 	 	 
 
	 Responsive Support Team Manager

	Responsible for Directly 
 
	 0

	Total staff managed 	 
 
	 0

	Working environment  
	Office


 
Purpose of role 
· To assist the Responsive Support Team Manager with the management, maintenance and development of the Revenue Services IT Systems. To undertake system administration for all Revenues and Benefits functions. Execute the daily, weekly, monthly tasks associated with the collection of Revenue and payment of Housing Benefit. To actively undertake any system user problems, working closely with the IT department where necessary, either resolving them or escalating them to the software suppliers.
Key result areas:
Corporate Responsibilities  
· To ensure that all requirements of the General Data Protection Regulations, Freedom of Information Act and Health and Safety at Work Act are met.

Operational responsibilities
· To determine and maintain access levels to system for all users, activating new users when appropriate ensuring that the relevant disclosures and forms are completed correctly for Civica OR and Civica DM.

· To execute the daily, weekly, monthly tasks relating to daily cash, ADDACS/AUDDIS, direct debits, payment runs, refunds, bailiff payments, unpaid. Ensuring that all jobs are completed in a timely manner using the associated work sheets.

· To complete work within the designated time frame as laid down by the courts, to meet set timetables and targets for summons, reminders and cancellations.

· To perform housekeeping tasks, co-ordinate back-ups and recovery, such as managing back up spools, checking user spools to ensure unnecessary data is not held, keeping in mind data protection/GDPR policies.	

· To actively maintain a record of all system faults/bugs/issues reported to the team, resolving or logging with appropriate software supplier. Carrying out regular reviews of these and follow up on any problems. When appropriate pass to the Technical Support Officer if not resolved within the agreed time frame.

· To assist the Technical Support Officer with the testing of System Releases and System Enhancements, resolving or reporting faults as necessary.

· To report, extract, process and present information from the system in a variety of formats for differing purposes.  Responding to requests for statistical data, both pre-determined and ad hoc.

· To Control and timetable batch work and local housekeeping/security arrangements maintaining system integrity.

· To liaise with Revenue Services Team Managers, other Departments, ICT, Software     Suppliers, Konica, Valuation Office, DWP, Royal Mail, BACS, Landlords, etc. as appropriate

· To help identify system improvements and refinements ensuring consistency of development across all modules.

· To assist the Support Manager with all issues relating to the annual re-billing and benefit recalculation exercise and financial year end rollover exercise.

· To assist with the preparation and maintenance of documents used by Open Revenues, including procedures and timetables for payment runs, direct debits, refunds. Additionally, to activate and amend mail merge fields and re link documents where appropriate/necessary.

· To carry out the weekly system reconciliation between CivicaOR and OHMS, carrying out associated tasks as required. Identifying issues/errors and advising the rents team of any adjustments required.

· To help communicate system changes from releases and patches to all levels of staff. To maintain the teams’ procedures and processes as required and to coordinate and deliver system training to new members of staff within the team.

· To maintain the accounting controls for all revenue and benefits funds including the monthly reconciliation with the Council’s Financial Management System (Integra). To investigate and follow up on difference between funds, ensuring these are corrected appropriately.

· To ensure the prompt investigation and clearance of payments held in suspense 	accounts, the reconciliation of direct debit controls and confirmation that Post Offices 	payments are correctly accounted for on behalf of the Council.

· To prepare the review paperwork for audit such as access/functions reviews, Users, Bailiff and suspense accounts, so the Technical Support Officer can carry out a random check. 

· To action the authorities’ cash twice weekly and cover periods of absence of the Chief Cashier. Preparing the money taken at the tills for banking, updating records ensuring they balance, importing and exporting files through the AIM cash management system.

· To operate information technology equipment as necessary.

· To attend seminars and training sessions as necessary.

· To ensure that all requirements of the General Data Protection Regulations (GDPR) and Health and Safety at Work Act are met.

· To undertake any other duties consistent with those listed above and appropriate to the title and grade of the post.

The post holder must be prepared to interchange with staff on the same salary grade within the Department.

These may change subject to consultation with the postholder 
This job description sets out the duties and responsibilities of the job at the time when it was drawn up. Such duties and responsibilities may vary from time to time without changing the general character of the duties or the level of responsibility entailed. Such variations are a common occurrence and cannot in themselves justify a reconsideration of the grading of the job.  	 
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Person specification 


 
	Responsive Support Officer 

	Experience/ Knowledge 
	Essential
· A demonstrable ability to undertake benefits, revenues or rating work
· A demonstrable ability of using computerised Revenue and Benefits IT systems, preferably Civica Open Revenues
· Competent in Microsoft Office applications

Desirable
· A working knowledge and understanding of benefits and local taxation law and best practice
· Proven ability of using a document management system, preferably the Civica system
· Ability to use project management to deliver change to improve service performance

	 

	Qualifications 
	· Numerate and literate to levels indicated by four GCSE passes at grade C including Maths and English Language (or equivalents) or equivalent qualification or experience which demonstrates this


	 

	Competencies / 
Skills 
	Essential

· Keyboard skills
· Good  written and verbal communication skills 
· Maintains confidentiality
· Ability to understand relevant legislation and associated working procedures
· Thorough, accurate, analytical and good judgement
· Works with a minimum of supervision as part of a team and within recognised procedures
· Works to tight deadlines with a flexible attitude to ensure systems are maintained
· Deals with  interruptions
· Care and precision in data entry into manual and computerised information systems as required
· Primarily work in normal office conditions
· Advises other users on the application of the Revenue IT systems and procedures in appropriate circumstances

Desirable

· A proven ability to solve to problems
· A proven ability of dealing with people effectively at different levels

	 

	Personal Qualities and Attributes 
	 Essential

· Approachable, empathetic, with good listening skills
· Highly professional approach in advising and guiding others
· Enthusiastic about new initiatives and keen to be involved
· Courteous and considerate in  dealing with people
· Calm under pressure

Desirable

To be able to complete reconciliation work for various systems and cash


	Behaviours
	Effective communication
Working together                                           [image: C:\Users\gwells\AppData\Local\Microsoft\Windows\INetCache\Content.Word\Artboard 20@2x-100.jpg]
Taking personal responsibility
Putting Great Yarmouth first
Respecting others
People focused
•	Embracing change


	

	Personal 
Circumstances 
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