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JOB DESCRIPTION
	Post Title: Adaptations Client Liaison Officer 

	Department: Corporate Core
	Post No: 

	Division/Section: Home Improvement Team
	Post Grade: 

	Location: 3 Knowsley Place
	Post Hours: 37 hours per week in accordance with the Council’s Flexi scheme

	Special Conditions of Service: Driving licence is required with access to a car insured for business use.
Enhanced DBS check required.

	Purpose and Objectives of Post: 
To provide advice, support and assistance to clients requiring disabled adaptations to enable them to live independently in their homes, acting as a Trusted Assessor, determining grant eligibility and acting as an advocate on behalf of customers to ensure their adaptation progresses smoothly and swiftly.

	Accountable to: Assistant Director (Corporate Core) 
Head of Public Protection
Unit Manager – Home Improvement Team

	Immediately Responsible to: Senior Systems Development and Policy Officer

	Immediately Responsible for: None

	Relationships: (Internal and External)
Internal:  Unit Manager - Home Improvement, Clinical Lead for Disability Services, Occupational Therapists, Home Improvement Officers, Senior Technical Support and Systems Officer and Technical Support Officers.
External:  Members of the Public, Members of Parliament, Government Department and Agencies, Agencies and contractors working on behalf of clients and otherwise.

	Control of Resources: 
Advice literature, application forms, financial assistance and other documentation. Stationary and other officer equipment.

	Duties/Responsibilities: 

	Casework management – 
· Maintaining accurate records and managing cases effectively to track progress and ongoing support. 
· Ensuring a proactive approach in contacting clients to enable case progression assisting the Council to meet statutory targets on timescales for approving grants.  This will require excellent communication skills in various formats including face to face, in writing, by telephone and email.
· Enter data into case management software (IDOX) and Microsoft Excel to enable accurate and meaningful records to be kept for the adaptations service
Home Visits – 
· To conduct client home visits on all cases referred into the service from Occupational Therapists.
Providing advice, advocacy and support – 
· Advise clients on the disabled adaptations grant process supporting clients at all stages, ensuring a high level of customer care which is vital for the vulnerable clients that access this service. 
· Act as an advocate representing the client’s interest and providing emotional support throughout the process acting as the client’s main point of contact. 
· To resolve issues where possible ensuring client satisfaction to avoid the need for a formal complaint should issues not be resolved
Assisting with applications – 
· Advise clients on the different grant options available 
· Assist clients with the completion of application forms ensuring accuracy and completeness.  Ensure that clients are fully aware of any grant condition implications and confirm that they understand the process they are entering into.
Calculating entitlement – 
· Determining eligibility for disabled adaptation grants, gather necessary information including financial information evidence for means testing should that be necessary.  
· Following assessment and to advise clients of any financial contribution they may be required to make towards the cost of their adaptation works.
· Access the DWP Searchlight System to obtain evidence of Benefit status – for this an enhanced DBS check is required.
Collaborating with internal and external agencies –
· To refer clients to other support services (internal and external organisations) where a need is identified.  Such as where there are safeguarding concerns or where clients require benefit checks to ensure they are claiming everything they are entitled to.
· Work with others to ensure delivery of best practice, collaborating with colleagues and conducting joint visits with Home Improvement Officers, Occupational Therapists and external contractors.
· To attend and contribute to meetings with service users, colleagues and partner agencies in connection with services provided.
Conducting Assessments and prescribing adaptations for non-complex health referrals -
· Evaluating individuals and their homes to identify needs for adaptations, including the use of assistive technology and home modifications
· Recommending appropriate adaptations such as ramps, level access showers and stairlifts
· Educating individuals and their families about available services, equipment and adaptation options.
· Following established protocols and guidelines working within an agreed framework


	As an employee of Bury Council you have a responsibility for, and must be committed to, safeguarding and promoting the welfare of children, young people and vulnerable adults and for ensuring that they are protected from harm.
Bury Council is committed to equality, diversity and inclusion, and expects all staff to comply with its equality related policies/procedures, and to treat others with fairness and respect.
The post holder is responsible for Employees Duties as specified with the Corporate and Departmental Health and Safety Policies.
As an employee of Bury Council you should contribute to a culture that values and supports the physical and emotional wellbeing of your colleagues.

	Where an employee is asked to undertake duties other than those specified directly in his/her job description, such duties shall be discussed with the employee concerned who may have his/her Trade Union Representative present if so desired. (See paragraph 203 of supplemental Conditions of Service)

	Job Description prepared by:
	Sign: 
	Date:

	Agreed correct by Postholder: 
	Sign:
	Date:

	Agreed correct by Supervisor/Manager:
	Sign:
	Date:


DEPARTMENT FOR CORPORATE CORE
ADAPTATIONS CLIENT LIAISON OFFICER
	SHORT LISTING CRITERIA
	ESSENTIAL
	DESIRABLE

	Recent experience of working in a local authority or other public facing organisation such as advice agencies
	
	

	Recognised customer service qualification such an NVQ or Diploma
	
	

	GCSE grade 4 (formerly C) and above in maths and English
	
	

	Knowledge of welfare benefits and eligibility criteria
	
	

	Knowledge of disabled facilities grant eligibility and relevant legislation
	
	

	Experience of conducting client home visits / face to face advice provision, an ability to build rapport and establish trust with individuals and families
	
	

	Ability to work as part of a team but also without close supervision
	
	

	Demonstrable self-motivational skills with an ability to plan and prioritise workloads
	
	

	Excellent communication skills both written and verbal with a diverse customer base
	
	

	Empathy and compassion with an ability to provide sensitive and supportive advice to clients in challenging situations
	
	

	Willingness and ability to undertake duties outside of normal working hours
	
	

	Experience of using Microsoft 365 applications and experience of inputting and retrieving information into databases and spreadsheets
	
	

	Completion of a recognised Trusted Assessor training course
	
	

	Assessment skills, an ability to conduct thorough and accurate assessments of individuals and their homes.
	
	

	Knowledge of disability and impacts on daily living
	
	


CRITERIA FOR INTERVIEW AND OTHER ASSESSMENT METHODS
The short-listing criteria listed plus the following:
	ASSESSMENT 
METHOD 
	CRITERIA 

	Test 
	Ability to organise and prioritise workloads within limited timescales 

	Test 
	Computer literate and competent in the use of Microsoft 365 applications

	Test / Presentation 
	Excellent written and verbal communication skills 

	Presentation 
	Ability to effectively analyse complex and / or sensitive information and communicate key messages clearly and concisely to a range of audiences 

	Interview 
	Willingness and ability to take on new challenges in response to change 

	Test/Interview 
	Ability to handle uncertainty including situations where there may be disagreement. 

	Interview 
	Ability to develop effective networks, inside and outside the department, to share information and knowledge. 

	Interview 
	To work on own initiative and exercise discretion 


