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JOB TITLE: R & B Systems Officer 
 

GRADE: 
JOB CODE: 

G7 
 
RES40RBSYG7 
 

SERVICE AREA: Customer Engagement 

REPORTS TO: System Support 
Team Leader 

LOCATION: Hybrid 

SPECIAL 
CONDITIONS: 

The post holder will be required to work evenings and weekends as 
directed by the Business Support Manager. 
 
That in booking leave regard is given to service / team needs, workloads 
and deadlines, in particular at the beginning and end of the financial year in 
order to maximise resources during peak service/customer demand and to 
ensure delivery of end of year performance targets. 
 
 
The nature of this post is such that there may be a requirement to visit 
other locations in the course of their duties and therefore a car mileage 
allowance will be applicable. 

 

 
1. Main purpose of the job role: 
To provide and maintain technical and functional support to the Revenues and Benefits services. 
 
To support the operation and development of the business systems and processes to deliver  
progressive and responsive customer focussed services and enhance individual and team 
performance to attain upper quartile results 
 
To support new initiatives and implement system projects as directed. 

 

 
2. Role specific duties and accountabilities: 

1. To provide comprehensive advice to revenues and benefits staff and internal/external service 
providers. 

 
2. To liaise with software suppliers, service providers, ICT and other internal/external service 

providers to ensure that business systems and functionality are administered to meet user 
requirements, priorities of service areas, management objectives and changes in legislation. 

 
3. To support the rapid development and effective delivery of systems including revenues and 

benefits administration, cash collection and electronic document management and workflow 
systems. 
 

4. To prepare complex batch processing routines to update the Revenues and Benefits computer 
systems including any interfaces with internal and external systems / agencies. This includes, 
but is not limited to the systems listed below as the systems that the team supports may change 
over time. 
 

a. Internal Systems: 
i. Interfaces between the Revenues and Benefits modules (Council Tax, Benefits, 

Debtors, etc.) 
ii. Interface with the Income Management Process (IMP), which passes payment 

details to the council tax and national non domestic rates systems 
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iii. Interface with the Electronic Document Management System (EDMS), which 
keeps the council’s document management system updated with any new 
property details 

iv. Interface with the Single Housing Benefit Extract (SHBE), which provides 
detailed information to DWP about the council’s benefit claims 

b. External Systems: 
i. Interfaces with DWP’s Automated Transfer of Local Authority (ATLAS) system, 

which automatically updates the benefit system with income details provided by 
the DWP 

ii. Interfaces with the Valuation Office Agency (VOA), which updates the council 
tax and national non domestic rates systems with details of new and amended 
rateable values 

iii. Interfaces with the Registered Social Landlords, which updates the benefit 
system with any rent changes that the RSLs inform the council of 

c. The job holder will be accountable for ensuring that the batch processing is accurately 
completed, ensuring that any remedial action required takes into consideration:  

i. The need to ensure that the integrity of the data is maintained at all times 
ii. The operational requirements of the Revenues and Benefits service (e.g. the 

need to ensure that payment details are current when, for example, officers are 
attending court for the non-payment of council tax debts) 

iii. The requirement to provide an accurate system for customer contact purposes 
during the normal office hours as defined by the local authority 

d. Please note that it is not possible to pre-define the reasons for system failure and the 
job holder will therefore be expected to be able to identify the reasons for the system 
failure and the most effective resolution to the problems using their own initiative 

 
5. To carry out daily/weekly reconciliations of local tax income, benefit overpayment income, 

direct debit deductions and Housing Benefits payments made. 
 
6. To be directly responsible for the accurate and secure transmission of local tax Direct Debit 

deductions, which frequently exceed £6M in a single transmission, ensuring that the deductions 
are made accurately and on the correct date.  
 

7.  To be directly responsible for the accurate and secure transmission of Housing Benefit 
payments, which frequently exceed £6M in a single transmission, to benefit recipients and 
landlords via BACs.  
 

8. To maintain a detailed knowledge of relevant legislation and best practice in order to support  
system testing and enhancements and have a good understanding of procedures to inform 
users of best practice  

 
9. To determine priorities using own initiative as the situation demands. 

 
10. To review processes and procedures as directed, suggesting improvements where possible. 

 
11. To provide a responsive and proactive service to internal and external stakeholders. 

 
12. To provide supervision and training of other employees on the use of business systems as 

directed. 
 

13. To lead system related project work throughout the lifetime of a project, which will frequently 
be expected to take several months to complete. The post holder will be expected to provide 
detailed project plans, risk assessments, checkpoint and highlight reports, as directed. The 
post holder will be expected to identify and engage with stakeholders to optimise the outcomes 
of projects. 

 
14. To ensure that all work undertaken by the systems team is properly monitored, recorded and 

reported in accordance with set procedures or as directed by the systems team leader or 
manager. 

 
15. To obtain and investigate data by devising reports using tools such as Business Objects, 

Crystal Reports and Microsoft Access. 
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16. To maintain statistical information and provide management information. 

 
17. To assist where appropriate with monitoring IS/IT services provided by either internal or 

external providers to ensure adequate levels of service are being maintained and service level 
agreements being met. 

 
18. To ensure that adequate levels of business system security is maintained and that breaches of 

system or data security are reported immediately to the relevant managers. 
 

19. To demonstrate flexibility and willingness to work occasional evenings and weekends as 
required. 

 
20. To maintain awareness of developments and emerging technologies relevant to business 

functions and, in consultation with the managers and team leaders, to recommend hardware 
or software enhancements. 
 

21. To develop and deliver systems testing plans to support the operation and development of the 
business systems and processes to deliver  progressive and responsive customer focussed 
services and enhance individual and team performance to attain upper quartile results 
 

22. To develop system training plans for the revenues service 
 

23. To develop system training plans in conjunction with Training and Policy Implementation 
Officers for changes affecting the benefit service. 

 
24. To maintain and deliver accurate system data, reports and availability; to monitor and record 

system response times and all potential impacts on service performance as directed. 
 

25. To represent the Revenues and Benefits services at supplier working/user groups as directed. 
 

26. To attend training and briefing sessions as required.    
 

27. To support and implement the service policies to achieve the mainstreaming of equality of 
opportunity  

 
28. To ensure that all responsibilities are carried out under relevant health and safety legislation 

and Council policy. 
 

29. To undertake any other temporary duties consistent with the duties and/or objectives of the 
post 

 
 

 
3. Corporate duties and accountabilities: 
 

• The post holder will comply with and promote the Council’s Health, Wellbeing and 
Safety at Work policies and ensure these are implemented effectively within his/her 
areas of responsibility. 

• Through personal commitment and clear action, the postholder will promote the 
Council’s employment policies, with particular reference to diversity, equality of access 
and treatment in employment, service delivery and community involvement.  To 
support/develop a working culture within these services that reflects the corporate 
vision. 

• Ensure that the services provided aligned to the Council strategy, vision, aims, 
objectives, priorities and continuous improvement programme and play their part in 
achieving these.  This includes compliance with Standing Orders, Financial 
Regulations, Code of Conduct and the Councils Policies and Procedures.   
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• This job description sets out a summary of the duties and accountabilities of the role. It 
is not intended to be exhaustive.  

 
  

JOB TITLE:  R & B Systems Officer 
 

GRADE  
 

 

Using the Job Description consider what essential behaviours, abilities and 
knowledge are required by a person to perform each of the main activities and 
accountabilities of the job safely and effectively. 

  

Indicate 
when 
Assessment 
is possible: 
at  
Application 
form=A 
interview=I 
both=A/I 
test = T 

WEIGHT 
CODE 
shows 
relative 
importance 
Low=1 
Medium=2 
High=3 

Behaviours: refer to corporate behaviours document   
Professionalism - Actively seek ways to prevent over-complication or 
confusion of service delivery through innovation, being open to change 
and the removal of barriers including challenging negative behaviours.  

S/I/T 3 

Leadership - Leads by example, optimising those resources allocated, 
Communicates clearly taking account and welcoming feedback. Takes a 
positive and resilient approach to change understanding the longer-term 
vision of the Council and/or service areas.  

Not 
Applicable  

 

Accountability - Adopt a ‘can do’ attitude in the work that I deliver taking 
accountability for my own performance and development and responsibility 
for my actions and decisions. I will demonstrate inclusivity and promote the 
values of diversity and equality.  

S/I/T 3 

Transparency - Work with others to reach a common goal; sharing 
information, supporting colleagues and searching out expertise and 
solutions from relevant partners and/or communities we serve. 

S/I/T 3 

Ethical - Aware of own impact on others through valuing openness, 
treating everyone with respect and listening carefully to understand the 
views of others in order to build trust.  

S/I/T 3 

   
Abilities/Skills: (refer to JE guidance document)   
Ability to co-ordinate, plan, prioritise own workload and consistently meet 
set targets. 

S/I/T 3 

Ability to work independently and flexibly as part of a team in a pressurised 
environment that is subject to frequently changing circumstances in order 
to meet deadlines. 

S/I/T 3 

Consummate ability to communicate effectively in writing and verbally 
including: 
 

- Effective liaison with officers and external agencies 
- Ability to write clearly and concisely e.g. guidance on changes 

created by systems upgrades/enhancements 
- Participating constructively in team meetings and supporting 

continuous team and service improvement. 

S/I/T 3 

Ability to develop and maintain good working relationships with colleagues 
and other stakeholders. 

S/I/T 3 

Ability to assist in setting and contributing to team objectives as part of the 
service planning and   monitoring process. 

S/I/T 2 

https://go.walsall.gov.uk/about_the_council/jobs_and_careers/walsall_councils_behavioural_framework_proud_to_be_a_manager
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Ability to assist in the development of procedures and good working 
practices. 

S/I/T 2 

Detailed knowledge and understanding of benefits and/or local taxation 
operational requirements; awareness of legislation, regulations and 
working practices, and application in a customer focused environment. 

S/I/T 3 

Detailed current knowledge of the following systems: Northgate (Sx3) and 
Civica Workflow360 

S/I/T 3 

Proficient in the use of Microsoft Access, Excel and Word. S/I/T 3 
Ability to induct and train service users to basic system functionality and 
navigation in a consistently professional and supportive manner 

S/I/T 3 

Ability to assist in devising and delivering systems testing programmes to 
protect the accuracy of data and processing 

S/I/T 2 

Ability to interrogate systems to extract information and effectively 
communicate results/findings to a range of contacts 

S/I/T 3 

Knowledge of emerging technologies in revenues and benefits S/I/T 2 
Enthusiasm, commitment, perseverance and flexibility to support change S/I 3 
Understanding of, and commitment to, promoting and implementing the 
Council’s equal opportunities policies 

S/I/T 2 

Understanding and ability to follow guidelines and ensure compliance to 
health and safety at work, data protection, freedom of information and 
other statutory requirements 

S/I/T 2 

Commitment to personal development through structured training   S/I 3 
   
Knowledge/Experience: specify type, level and qualitative (not quantitative required); if any.   
Current experience within revenues or benefits working within a 
processing, systems or customer care environment. 

S/I 3 

Detailed knowledge of benefits and / or local taxation S/I/T 3 
   
Evidence of continuous professional development (where applicable)    
Qualification: Specify any qualifications that are a minimum requirement, please include any equivalent 

qualifications that would be deemed acceptable or if this can be obtained through on the job experience. 
  

An IRRV qualification is desirable but not essential S/I 2 
A qualification that demonstrates the applicant’s computing skills such as 
ECDL, Microsoft Office Specialist or equivalent is desirable but not 
essential 

S/I/T 3 

Other Essential Requirements   
An awareness of, and commitment to, equality of opportunity I 2 
Awareness of, and commitment to, confidentiality and handling data I 3 
   
Prepared by: Mark Fearn Date: July 2024 

  


