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JOB DESCRIPTION

Job Title:
Welfare Benefits Officer

Department/Section:
Customer Services
Location:
SBHA Head Office, Selkirk

(Postholder will be required to work from other locations across the Scottish Borders)
Salary:
Grade E - £37,422 to £41,335 (Fixed term 6-month contract)
Reports To:
Head of Support Services
Closing Date:
16th September 2026
This post is subject to Disclosure Scotland clearance
________________________________________________________________________________

Overall Purpose

To provide proactive welfare benefits advice and advocacy that helps SBHA tenants maximise their household income, reduce financial hardship and sustain their tenancies, while supporting arrears prevention, financial inclusion and maximise the Association’s rental income.
Principal Accountabilities
1. Deliver clear, accurate and confidential guidance to tenants on welfare benefit entitlement, claims and changes in circumstances.
2. Work proactively with Neighbourhood Housing Officers on complex rent arrears cases, identifying welfare benefit solutions that support tenants to sustain their tenancies and maximise rental income for the Association.
3. Build effective relationships with statutory, voluntary and community partners, use service data to identify trends and unmet need, and contribute to targeted take-up activity and continuous service improvement.
4. Manage welfare benefits casework from initial assessment through to resolution, supporting tenants with claims, changes in circumstances, overpayments, reconsiderations and appeals, and providing representation where appropriate.
Leadership
1. Always perform to the highest possible standards and behave as an ambassador for SBHA.
2. Connect with the Association's values and objectives contributing to these within the role.
3. Be open to change and new ways of working which improve services to Tenants and Service Users and/or increase Value for Money.
Information Systems
1. Manage internal and external communication, filing and contacts appropriately using the Association’s systems including Document Management, Customer Relationship Management and Housing Systems. 

2. Record, maintain and provide accurate data which is compliant with Data Protection legislation.
3. Maximise the use of ICT to provide routine reports information to assist with more complex report writing for senior leadership.
4. Log and maintain relevant and accurate records of work activities as appropriate, including Tenant contact, discussions and outcomes.
Team Working
1. Be an effective team member ensuring the delivery of a professional service.
2. Develop effective working relationships with all internal and external customers to ensure an integrated approach to service delivery and quality.
3. Effectively communicate and work with colleagues to achieve functions/section objectives.
4. To facilitate and ensure good communication, liaison, co-operation and support in respect of the Association’s Tenants and other customers, to ensure their welfare and interests are protected.
Performance
1. Facilitate and promote the achievement of good performance within defined frameworks including the meeting the requirements of Scottish Housing Regulator's Tenant's Charter.
2. Meet personal and team objectives and targets agreed with senior management.
3. Contribute to setting performance targets within function/section and the delivery of these and collect information that allows performance to be monitored for all areas of your operation, providing returns to line manager as requested to demonstrate that operational and corporate targets are met.
4. Identify opportunities for service improvements and make recommendations to the line manager.  When required, participate in new initiatives that will lead to an improvement in performance and ensure changes are introduced and implemented effectively and efficiently in the area
5. Champion a continuous improvement culture in the services you deliver.
Customer Service
1. Provide professional advice and support to all SBHAs Tenants and customers and deal with queries, both written, telephone and face to face.
2. Value Tenant feedback and respond to any service-related complaints/queries from customers (written, telephone and face to face) in a manner which is professional and seeks to ensure that the customer experience is positive.  Ensure such complaints/queries are resolved within set timescales at all times.
3. Be committed to SBHA's Customer Service Standards and ensure that these are met at all times.
4. Deliver housing services that are inclusive and accessible to all customers, including vulnerable Tenants.
5. To contribute to the promotion of the Association in the community and to all external stakeholders.
6. Maintain awareness of Tenant Participation as a commitment by SBHA to its tenants.
General
1. To promote safe behaviours and take responsibility for ensuring that the Association’s policies and procedures for Health & Safety at Work are observed throughout the organisation.
2. To observe and continually promote equal opportunities and customer care in compliance with the Association's policy and procedures.
3. To model and promote behaviours consistent with SBHAs Staff Charter and Staff Code of Conduct.
4. To commit to personal continuous professional development and to maintain relevant up to date knowledge and skills for personal and Association’s benefit.
5. To carry out any other duties appropriate to this post, as necessary or as requested.
Contacts

Internal:          Executive Team, Senior Leadership Team, Community Teams and all staff.
External:         Tenants and other customers, Scottish Borders Tenant Organisation, Housing Associations, Local Authorities, the Scottish Housing Regulator, Government bodies, Health & Safety Executive, Consultants and Contractors.
Working Environment

You will be required on occasions to work out with and in excess of normal working hours.   For SBHA grades 1 – 4, no additional payment will be made in this regard. For SBHA grades 3 and 4, compensation will be made in the form of time off in lieu.
You will be required to travel within Scottish Borders area and occasionally out with.
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Person Specification

Job Title:
Welfare Benefits Officer
Department/Section:
Customer Services
Date:
August 2026
	
	Value
	Assessed at

	Requirement
	Essential
	Desirable 
	Application
	Interview

	1. Education & Qualifications
	
	
	
	

	Educated to HND standard, or able to demonstrate equivalent through experience
	✓
	
	✓
	

	Evidence of CPD and prepared to undertake relevant training as required
	✓
	
	✓
	✓

	2. Experience & Knowledge
	
	
	
	

	A minimum of 3 years’ experience of welfare benefits/rights, demonstrating a track record of maximising income with uptake of housing benefit and universal credit
	✓
	
	✓
	✓

	Experience of working with the general public and statutory agencies
	✓
	
	✓
	✓

	Experience of case management and record keeping
	✓
	
	✓
	✓

	Knowledge of current issues surrounding social housing and how these affect our tenants
	
	✓
	✓
	✓

	Knowledge of social landlord policies and practices relating to social housing tenancies 
	
	✓
	✓
	✓

	A proven track record on delivering high-quality performance against challenging targets
	✓
	
	✓
	✓

	3. Skills and Abilities
	
	
	
	

	Excellent interpersonal skills including diplomacy, negotiation, tact and able to build rapport to form effective working relationship with tenants, internal and external customers
	✓
	
	✓
	✓

	Excellent written and numeracy skills with ability to make clear and concise notes and calculate income figures
	✓
	
	✓
	✓

	Team player and ability to build co-operation within the team and works effectively with others 
	✓
	
	✓
	✓

	Demonstrates commitment to achieving high standards of customer service in all activities 
	✓
	
	
	

	A strong commitment to working with tenants and communities to improve outcomes and promote tenancy sustainment
	
	✓
	✓
	✓

	Excellent communication skills with the ability to negotiate confidently and effectively
	✓
	
	✓
	✓

	Able to demonstrate resilience, commitment and conflict resolution skills
	✓
	
	✓
	✓

	Strong IT skills; proficient in a broad range of software including Microsoft Office Word, Outlook, PowerPoint and Excel as well as being able to use IT to improve service delivery
	✓
	
	✓
	✓

	Commercially minded
	
	✓
	✓
	✓

	Ability to build effective networks and work in partnership with stakeholders to deliver successful outcomes for tenants 
	✓
	
	✓
	✓

	Ability to understand financial and performance management information and analyse data
	✓
	
	✓
	✓

	Self-motivated with the ability to work under pressure to meet strict deadlines with minimum supervision 
	✓
	
	✓
	✓

	Ability to organise pressured workloads and deliver a broad range of priorities effectively
	✓
	
	✓
	✓

	Resilient with the ability to deal with conflict and effectively problem solve complex, highly sensitive and diverse situations ethically and integrity
	✓
	
	✓
	✓

	4. Other Requirements
	
	
	
	

	Awareness of health and safety including lone working
	✓      
	
	✓
	✓

	Able to demonstrate commitment to customer service, best value and continuous improvement
	✓
	
	✓
	✓

	Flexible approach with willingness and ability to work outside normal office hours as required such as attendance at evening meetings
	✓
	
	✓
	✓

	Deals responsibly with confidential and sensitive information
	✓
	
	✓
	✓

	Must have a current driving license and access to own transport.
	✓
	
	✓
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