

	Role Structure
	Role Details 

	Directorate:
	Community Wellbeing

	Grade:
	HC06

	Location:
	Hybrid (St Owen Street/ Home based)

	Responsible to:
	Community Capacity & Partnerships Manager


Job Description
Job Role: Crisis & Resilience Fund Assessment Officer
Talk Community
	


Main purpose of the role

To assess applications to the Crisis & Resilience Fund (CRF), ensuring timely, fair, and consistent decisions that support residents experiencing financial crisis.

Take a person-centred, trauma-informed approach to identify immediate needs and provide appropriate crisis support, while also enabling longer-term financial resilience through advice, signposting, and referrals.

The role balances compassionate support for residents with the responsibility to safeguard public funds, ensuring decisions are robust, evidence-based, and aligned with local policy and national guidance.


	Key Duties and Responsibilities

	Frequency of Task

	· Assess applications for Crisis Payments in line with CRF policy and government guidance.
	· Daily

	· Determine whether an applicant is experiencing, or at risk of, financial crisis and identify appropriate support.
	· Daily

	· Make accurate, consistent, and timely decisions within agreed timescales.
	· Daily

	· Apply a cash-first approach where appropriate, selecting the most suitable method of support.
	· Daily

	· Provide basic income maximisation advice, including benefit checks and guidance on entitlements.
	· Daily

	· Identify underlying financial issues such as problem debt or affordability challenges.
	· Daily

	· Make warm referrals to internal teams and external partners
	· Daily

	· Support residents to access wider services that improve long-term resilience and wellbeing.
	· Daily

	· Undertake proportionate verification checks (identity, income, savings, housing costs).
	· Daily

	· Ensure decisions comply with CRF policy, financial regulations, and relevant legislation.
	· Daily

	· Identify potential fraud, error, or misuse of funds and escalate where appropriate.
	· Daily

	· Manage a caseload of applications, maintaining accurate and up-to-date records.
	· Daily

	· Communicate decisions clearly to residents using plain English, including reasons and next steps
	· Daily

	· Handle sensitive and complex enquiries professionally via phone, email, and digital platforms.
	· Daily

	· Provide a high standard of customer care, particularly when supporting residents in distress.
	· Daily

	· Work closely with council services (e.g. Housing, Benefits, Community teams) to support joined-up delivery.
	· Daily

	· Build effective relationships with voluntary and community sector partners to support referrals.
	· Weekly

	· Contribute to a “no wrong door” approach, ensuring residents are supported regardless of entry point.
	· Weekly

	· Contribute to monitoring and reporting requirements, including DWP returns and local performance data.
	· Monthly

	· Support continuous improvement by identifying trends, gaps in provision, and emerging needs
	· Monthly

	· Ensure accurate data recording to support insight-led service development.
	· Daily

	· Respond flexibly to changing demand, policy updates, and emerging priorities within the CRF programme.
	· Ongoing
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Person Specification


	Requirements
	Essential or   Desirable
	Identified by

A – Application I – Interview

	Qualifications and Training

	· Good standard of education (e.g. GCSEs including English and Maths or equivalent).
	Essential
	A, I

	· Relevant training in welfare benefits, financial inclusion, or customer service
	Desirable
	A, I

	· Understanding of safeguarding responsibilities and willingness to undertake training.
	Essential
	A, I

	Experience & Knowledge

	· Experience of working directly with the public, particularly in a customer-facing or support role.
	Essential
	A, I

	· Knowledge of welfare benefits, housing costs, or financial support schemes.
	Essential
	A, I

	· Experience of assessing information and making decisions using policies or guidelines.
	Essential
	A, I

	· Understanding of the challenges faced by residents experiencing financial hardship or crisis
	Essential
	A, I

	Skills and Abilities

	· Ability to gather, analyse, and assess information to make fair, evidence-based decisions
	Essential
	A, I

	· Strong communication skills, both written and verbal, with the ability to explain decisions clearly.
	Essential
	A, I

	· Ability to handle sensitive situations with empathy, professionalism, and resilience.
	Essential
	A, I

	· Ability to manage a caseload, prioritise workload, and meet deadlines in a fast-paced environment.
	Essential
	A, I

	· Confident IT skills, including case management systems and digital platforms.
	Essential
	A, I

	· Ability to work independently and as part of a team.
	Essential
	 A, I

	· Commitment to delivering a person-centred, trauma-informed approach.
	Essential
	 A, I








All council staff have a duty to promote the welfare of children, young people, and adults with care and support needs at risk of abuse and neglect who cannot take steps to protect themselves. Ensuring you attend mandated safeguarding children and safeguarding adults training to enable you to recognise the concerning behavior, know how to talk about it, and consent/duty to share information effectively. You will also learn about the legalities and procedures the social care staff can take.
Our Values and Behaviours

The council’s THRIVE core values are our guiding principles and beliefs that shape our culture and behaviour within the council. ​They help us to achieve our Council Plan vision “do our best for Herefordshire” acting as our DNA and the “way that we do things around here”.  We expect all colleagues to act as a role model by living our values and setting an example for others.  ​Our values strive to promote a thriving workforce by fostering a culture of trust, being honest and responsible, inclusive, valuing people and resources and leading with empathy. 

Trust - Developing and maintaining relationships based on a culture of transparency and open communication. Supported by integrity and the confidence that you are reliable and fulfil commitments.
Honesty - Demonstrating truthfulness, integrity, and transparency in all communications, decisions, and relationships. Being trustworthy, reliable, and accountable for your actions. Acting with sincerity and fairness, even in challenging situations.
Responsibility - Taking ownership of individual and collective actions, decisions, and delivering on commitments. Being reliable, fulfilling obligations and being accountable for outcomes and results. Proactively contributing to the achievement of your own, the team and council goals.
Inclusivity - Embracing diversity, equity and inclusion by recognising and valuing the unique perspectives, backgrounds and experiences of our staff, customers and residents. Creating an environment where every individual is valued, respected and can belong.
Value - Upholding high standards, ethics and integrity to guide our actions and decisions. Demonstrating commitment to creating and delivering value in our work by recognising and appreciating each other, our resources, processes, customers, community and environment.
Empathy - Demonstrating a genuine and caring understanding of others' feelings, perspectives, and experiences. Listening attentively, acting with compassion, supporting with respect and kindness and considering the impact of our actions on others.
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