
Customer Services 
Consultation Feedback 

 

This document provides further guidance and clarification to points raised by 

members in the proposed structure and roles within Customer Services. 

 

Job Evaluation 

 

SENIOR CUSTOMER SERVICES OFFICER – LOCALITY 

We have collectively looked at the new role profile and believe that there are 

features of the role which have not been identified and taken into consideration in the 

evaluation scoring. We have pointed these out below and hope these can be looked 

into and recognised in a re-score of the role. 

Points missing/additions to current points:- 

 Although point 1 mentions high risk cases, this doesn’t necessarily take into 

account that the enquiries undertaken are extremely complex and involve the 

most vulnerable, volatile and unpredictable customers, for whom we find 

solutions to their enquiries. 

 We will be the officers who will liaise between back office and Gateways staff 

and interpret and convey in various methods of training the changes in 

legislation, systems and procedures and new policies, ensuring all front line 

staff are providing accurate and up to date advice. 

 Point 3 doesn’t read very well where it mentions promoting customers and we 

believe it needs to include more; we will be processing claims/requests and 

following technical procedures, supporting customers in a range of services 

such as council tax, business rates and benefits in line with the customer 

strategy whilst also delivering a digital first approach. 

 Point 4, we would add; to understand, interpret and convey relevant council 

policies and procedures and enforcing these effectively. 

 We will be using knowledge of the locality and customers to regularly evaluate 

our procedures, customer engagement and BetterOff events, gauging the 

most appropriate actions and adjusting the way we work accordingly to 

adhere to unanticipated change. 

 We will be engaging with internal staff and stakeholders in line with our 

BetterOff promise, ensuring that all safeguarding issues relating to our 

customers are highlighted to the correct departments and are dealt with 

appropriately. 

 Unlike the previous role, we will now be taking a pro-active and tailored 

approach in line with the Mayor’s anti-poverty strategy, promoting and taking 

a lead in the BetterOff events, building relationships with stakeholders to 

consistently improve outcomes and in line with the corporate debt approach, 

take on case work to negotiate, recover and manage debt, increase collection 



by resolving foreseeable issues and reducing the amount of complaints 

received. 

Points to consider in the re-score:- 

 Knowledge – we will be using theoretical plus practical and procedural 

knowledge in a specialist area as we will now be judging best practice on 

what works well for collection and ensuring customers are better off in 

each locality. The role will no longer solely rely on following imbedded 

policies and procedures, but will require knowledge of the council’s 

concepts and principles regarding new strategies we are undertaking in 

Customer Services. 

 This role will be part of a team who will report to the Head of Service 

led by the service and locality managers who will have the overall  

operational responsibility for the direction , procedures and 

decisions   

 We have reviewed the duties and responsibilities of the new role and 

there is not the requirement as described, however the required 

duties and responsibilities of the new role have been reflected in the 

job evaluation outcome. 

 

 Mental Skills – the role involves interpreting complex information 

/situations and solving difficult problems and developing solutions over the 

medium term. We will be working with the most vulnerable and challenging 

customers, interpreting technical information and developing solutions, 

making plans over the financial year, we will be in contact with the 

customers to help them solve and manage their council tax/business rate 

debt over the period of a financial year whilst ensuring collection rates are 

at the best possible. We will be forward planning months ahead and 

creating solutions in line with the BetterOff events at each locality. 

 This was the main purpose of the previous role so no review of the 

current score required. 

 

 Initiative and independence – The new role will exercise much more 

initiative and independence, we will be managing more casework and 

tailoring our service to the changing requirements of the centres, involving 

a requirement to manage our own workload, making decisions regarding 

how duties will be carried out and responding initiatively and independently 

to unanticipated problems and situations. 

 We have reviewed the duties and responsibilities of the new role and 

there is not the requirement as described, however the required 

duties and responsibilities of the new role have been reflected in the 

job evaluation outcome.  

 The role will be part of a locality based team , with clear reporting 

lines to both a Team Leader & a Locality manager 

 



BENEFIT OFFICER 

 

MENTAL SKILLS (CURRENTLY LEVEL 2) 

 (Examples for higher level that we currently action). 

-Analytical skills include coming to a decision on beneficial/non beneficial changes 

on wage details…relevant benefits…interpreting wages slips which vary from 

employer to employer…the effect of child care costs on wages…expenses on wage 

details.  

-Bank statements…analysis of bank statements to determine potential deposits and 

income (potentially hidden items)…for multiple bank accounts determining whether 

there is any tariff income/excess capital over 16000 and the dates they apply from. 

 The above duties are currently undertaken and have always been part of 

the process of calculating benefits 

-Supported Tenancies…balancing payments for different landlords especially when 

changing addresses (similar to rent account audits).  

-Now being asked to reconsider claims and provide explanations (before these were 

actioned by higher grades-senior benefits officers and appeals officers).  

 Already reconsider claims and have been doing for a couple of years. If 

it is an appeal then it will still be passed up to the senior benefit officers. 

-Complex City Mayor and Councillor Enquiries (e.g. cases-originated from fraud)   

 Dealing with complex City Mayor and Councillor enquiries will not be 

required within this role. 

-Related to landlord queries.  

 This has always been a fundamental part of the role as a claims 

management officer. 

 We have reviewed the duties and responsibilities of the new role and 

there is not the requirement as described, however the required duties 

and responsibilities of the new role have been reflected in the job 

evaluation outcome.  

 

EMOTIONAL DEMANDS (CURRENTLY LEVEL 2) 

(Examples for higher level that we currently action). 

-Increased frequency of contact with the public on phones…coffee/chat 

mornings…health improvement bus…potential working from Job Centres to increase 

CTR claims. 

-Cases which have significant emotional demands (eg.fire deaths case in 

Walkden)…claimants with imminent threat of eviction…contacting customers to get 

them to claim CTR (who have high arrears)…appearing in court cases on the 



witness stand (benefit fraud cases) (outside the court room sitting with the alleged 

fraudsters).   

-Increased frequency of emotional demands connecting with the ever increasing 

workloads…whirlwind days (two days a week)…changing to differing work 

(sometimes on a daily basis)…diversity of staff reactions to these pressures 

(potentially affecting mental health/sleep patterns…acknowledged by D Brown at 

DCSC).  

-Increased frequency of speaking to demanding landlords 

 The numbers of HB claimants will be reducing over time due to 

Universal Credit 

 Customer contact has and will continue to be a fundamental part of 

the role. 

 The whirlwind days are there to take the pressure of staff and allow 

them to concentrate on specific pieces of work. 

 We have reviewed the duties and responsibilities of the new role and 

there will be frequent requirement to deal with people who are upset, 

however if there are significant issues there is management support 

available, therefore the job evaluation is reflected in the role.   

 

RESPONSIBILITY FOR SUPERVISION (CURRENTLY LEVEL 1) 

(Examples for higher level that we currently action). 

-Regularly check other assessors work to make sure a claim is correct before 

actioning. 

 Staff are responsible for assessing a claim and if they see that 

something is wrong on a claim then they are expected to correct this.  

They are not expected to audit the claim but if they are adding to the 

claim then they need to make sure they are happy with the details on the 

claim this is appropriate diligence for a benefits officer.  

-Training colleagues from the contact centre to acquire assessing skills. 

-Self training amongst current assessors (for example Universal Credit)…previous 

trainers have long since left and assessors have taken ownership for training 

themselves…arguably DQA Officers do not have these skills…also floor walking 

(advice) from senior benefit officers have already been reduced substantially and 

soon will be gone altogether due to a change in their role.  

 Duties will not be undertaken and has not been included in the 

evaluation of the new role. However there is an expectation with for all 

staff to support each other as colleagues and share good practice. It is 

also part of the role to personally up skill in new legislation or policy i.e. 

Universal Credit. 



 

 

RESPONSIBILITY FOR PHYSICAL RESOURCES (CURRENTLY LEVEL 2) 

(Examples for higher level that we currently action). 

-Handling large amounts of confidential/sensitive information in compliance with 

GDPR and Data Protection legislation examples of which are… 

-CIS…details of DWP records of claimant income details. 

-WURTI…HMRC income information 

-CAMS…varied information 

-Northgate…varied information 

GCSX FRAUD-transcripts of interviews under caution…surveillance 

information…previous convictions…details of sentences…one strike 

sanctions…serious and organised fraud (Bromley)…LAIEFS (LOCAL AUTHORITY 

INFORMATION EXCHANGE FORMS). 

-Information from Corporate Fraud (SCC)…Witness Statements etc. 

 There is an expectation to deal with a large amount of data in the new 

role to be handled in line with council policies and procedures, this been 

included in the evaluation of the new role. 

 

INITIATIVE AND INDEPENDENCE (CURRENTLY LEVEL 3) 

(Examples for higher level that we currently action). 

-Supported tenancies …direct responses to emails from largest supported tenancy 

landlord. 

-Fraud workload  

-Monitoring of diary events to manage our own workload (self-

reviews/students/JSA/ESA) and prioritisation. 

HBMS reports …prioritising and organising this work 

Fraud…now making decisions on “living together cases” which was previously done 

by DWP and detailed examination of all factors including detailed examination of 

legislation/regulations/IUCs/witness statements. 

 Everything we handle from the customer is confidential and should be 

treated in line with guidance from Information Governance.  This isn’t 

anything new from GDPR, as prior to this, it was always the case under 

data protection act. 



 Duties will be undertaken in new role and has been included in the 

evaluation of the new role. 

 

WORKING CONDITIONS (CURRENTLY LEVEL 2) 

(Examples for higher level that we currently action). 

-More exposure to public and increased face to face roles (phones/coffee 

mornings/health improvement bus etc.)…documented abuse from customers 

phoning the contact centre (including racial abuse-noted at DCSC)…LESS use of 

mail and more contact with customers leading to more exposure to unpleasant 

behaviour….face to face interviews with self-employed people). 

 We have reviewed the duties and responsibilities of the new role and 

there could be a requirement to deal with people who are verbally 

abusive, however if there are significant issues there is management 

support available, therefore this is reflected in the job evaluation.   

 

SENIOR BENEFITS OFFICERS 

After taking into consideration the senior benefit officer roles and that 5 employees 

come from 3 different backgrounds involving different tasks within those roles we 

have some concerns in relation to the JE score that we have been given. 

We have been scored at a level 3 for mental demands. 

We believe that we should be scored at least level 4 for mental demands. The work 

we do regarding appeals (submissions) and rent reviews are prolonged pieces of 

work because they are lengthy in duration, extended and protracted –they are not 

just pieces of work where you may work on it for a long or short period of time and 

then you can close it off, because there is follow up work to be done to it.   

 We have briefly detailed some of tasks that we do as follows: 

 We submit appeal submissions to the Tribunals Service which can take a long 
time to compile –there may be more evidence received to add to the original 
response or reply to at a later stage.  There may be several hearings at the 
tribunal and there is follow up work to do after the hearing.  This involves a 
high level of work related pressure as we have to meet tribunal deadlines 
even though we may have conflicting demands on us, because this is not our 
only job and have to prioritise everything else we are doing.  One example of 
such cases first involving  16 properties  with various different units within 
them, adding on 9 other properties going  along and still growing with more 
properties being added to the scheme   has been  going on for prolonged 
periods requiring enhanced mental attention for a significant number  years, 
over six years to my relocation.  

 We believe this refers to an isolated case. The numbers of hearings 

that are attended by the officers is now minimal. 



 We action rent reviews – These are not one off pieces of work.  We are 
analysing the rents, requesting further information, negotiating with landlords 
and service providers, collating all the evidence, determining if they are 
eligible for housing benefit as per universal credit Regulations and producing 
information for the assessors to process the claims.  This is a long term piece 
of work as although we are looking at the new schemes being set up we have 
also been annually reviewing established schemes.   

 We also action SHBE, BOXI, daily reports – again these are not just one off 
pieces of work but ongoing. We have to meet deadlines (internal once a 
week, DWP monthly) which has an impact on the figures that we give to the 
DWP regarding new claims and changes.  

 

 We have reviewed the duties and responsibilities of the new role, and 

points highlighted are infrequent and not a part of the role on a daily 

basis, therefore the job evaluation is reflective of this.   

 

We have been scored Level 3 for Responsibility for financial resources. We believe 

that we should be scored level 4 for Responsibility for financial Resources. The work 

we do regarding Payment control is to deal with the Housing benefit payments that 

are made each week and to make sure that the payments made are correct and 

Issued / Transmitted on time. 

Changes are constantly being made and the work developed to make sure the 

procedures and working practices are kept current and up to date.  

Taking into account changes in technology and good working practices we have 

detailed some of tasks that we do as follows: 

 The Housing Benefit payments have to be balanced every week, which are 
very large amounts of up to approximately #3,000,000.00 per week. This is 
made up of smaller amounts for individual claimants and landlords. These 
payments are made by both BACS and Cheques.  

 There is a responsibility for checking the amounts are correct, which includes 
checking amounts for individuals both landlord and claimant and adjusting the 
bulk payment before the payments are issued /transmitted.  
Any discrepancies have to be investigated and identified so that any problems 

can be rectified. 

 The balancing ,checking and Issuing / transmitting of the payments has to be 
done within set timescales as any delay in dealing with these can mean the 
payments don’t get made on time, which can have an effect of customers / 
claimants. 

 Monitoring of payments being returned, both BACS and Cheques is done 
regularly to ensure that these are accounted for, as these have an impact on 
the amount budgeted for and the subsidy claim each year. 
 

 The new role provides advice and guidance related to customer claims, 

the financial outcome is system driven. 

 



DEVELOPMENT & QUALITY ASSURANCE OFFICER 

We have met as a group and feel we have scored lowly on our job evaluation score 

and need to understand the reasons why. 

Below are the all the areas and our reasons why we wish to query certain scores 

given.  

Working conditions  

Low score of 10  

Ask questions as to why?  

We feel this is low  

We feel as a team we will still have to carry out site visits internally and externally to 

identify working trends and new ways of working and new processes in the new role 

as well as attend staff awareness session and conduct training at various locations. 

 Duties will be undertaken in new role on an adhoc basis and has been 

included in the evaluation of the new role. 

 

Knowledge  

Low score of 5 

We strongly feel in order to perform in system improvement, training and legislative 

reporting we needed specialist knowledge of processes, procedures, systems and 

legislation. Not just for one service area but for all areas of service reform. Revs, 

Bens, Ctax, Universal Services as well as operating differences across the whole 

business function and various ICT systems required in order to operate and 

implement service improvement. 

 Duties will be undertaken in new role and has been included in the 

evaluation of the new role. 

 

Mental Skills 

Appropriate score of 4 

Interpersonal Skills 

Appropriate score of 4 

Physical Skills  

Appropriate score of 3 

Initiative and Independence  



Low score of 4 

We feel we often have to work alone to understand and interpret systems, projects 

and new ways of working, whilst also having to solely be responsible for general 

training material and awareness of a new solution. Year-end testing requires 

allocation of tasks; System implementation requires allocation of resources and 

arranging uat. Another example would be solely running and administrating 

workshops and training sessions.    

 Duties will be undertaken in new role and has been included in the 

evaluation of the new role. 

 

Physical Demands 

Low score of 1 

We feel we will be expected to help maintain and move office equipment, very much 

ad-hoc and upon request, i.e. this board is needed in the meeting room, my monitor 

needs swapping, why is this not powering up…etc. Linking into development 

workshops and training sessions we are often required to source, collect and set up 

appropriate equipment and environments in order to effectively deliver awareness 

and or training.  

 Duties will not be undertaken and has not been included in the 

evaluation of the new role. Salford City Council have facilities 

management, ICT teams who can that support such requirements. 

 

Mental Demand 

Low score of 4 

We are expected to deliver training & support to new procedures, policy, projects 

and ways of working. Inevitably we will be approached, as we are now, for guidance 

and advice on these subjects by senior managers, Team leaders, all staff in respect 

of dealing with complaints, general queries and re assurance from both current and 

previous implementations. We will be interrupted on a daily basis  

 Duties will be undertaken in new role and has been included in the 

evaluation of the new role. Samples provided do not related to mental 

demands, however is reflected in initiative and independence. 

 

Emotional Demands 

Low score of 1 

We are expected to engage with Stakeholders, train staff and liaise with 

management and potentially members of the public for insights and awareness to 



identify, monitor and identify trends and gain feedback. A lot of stigma and staff 

issues will be discussed along with potential objection from members of the public as 

to why we are introducing new systems or procedures. This requires emotional 

demands in respect of remaining neutral and positive about representing the council 

and senior management.  Thinking on our feet in order to react and discuss many 

various challenging and conflicting opinions to gain agreement and a common 

consensus. 

 Under the job evaluation scheme, these examples would not be 

considered to be emotional demands. 

 

Responsibility for People 

Appropriate score 2   

Responsibility for Supervision  

Appropriate score of 2 

Responsibility of Financial Resources 

Low score of 1 

We are expected to assist Service Managers in statistical returns and often required 

to report out of systems in order to hit performance targets in respect of maintaining 

and achieving budget goals. Any inaccuracies or incorrect advice given in these 

statistical returns could have serious consequences on the performance of service 

reform financially. We could also recommend changes in improving statistical returns 

in order to achieve increased income.  

 Under the job evaluation scheme, these examples would not be 

considered under financial resources. 

 

Responsibility for Physical Resources 

Low score of 3  

We are expected to identify, procure, adapt, design, configure and build reporting 

tools on major essential business systems. With internal and external providers and 

numerous stakeholders  

 Duties will be undertaken in new role and has been included in the 

evaluation of the new role. 

 

Working conditions 

Appropriate score of 1 



BUSINESS RATES OFFICER 

As a team we have been considering our new role profiles and we have a few 

concerns regarding what duties we may be required to do in the future as the new 

role profiles are rather vague.  

We require some clarification from management of the duties that we may be 

required to complete.  We are concerned that these new roles may be the duties 

currently undertaken by the senior business rates officer.  

Listed below are a number of roles currently carried out by the Senior Business rates 

Officer which we think may be deescalated to the level 1 staff under this new 

structure. 

1. Charitable Relief Cases   this includes the consideration and input of 
mandatory/discretionary rate relief to the system.  This is completed once we 
have liaised with individual charities and put cases forward to Senior 
Management/Councillors for consideration 
 

2. Hardship Cases   this can be quite a sensitive area due to the vulnerability 
of certain customers.  

 There is no expectation that these duties will not be undertaken by this 

role. 

 
3. Valuation this is a very important area of the business rates and ultimately 

collection is based on the rating list being continuously kept up to 
date.  Although some of the amendments to the rating list can be ran 
automatically through the system the more complex valuation can’t be. I.e. 
Splits and Mergers, Historical RV changes and New Properties.  The 
balancing of the rating list is also a complex area and needs to be done 
periodically to balance the total rateable value with the total Rv with the 
Valuation Office 

4. Boxi Reports  Management sometimes request boxi reports to be run 
through the system to make comparisons on the system of different 
accounts/properties 

 There is no expectation that these duties will not be undertaken by this 

role. 

5. Organising Notice Issues  Reminder Notices, Final Notices,  Summonses 
and Issuing to Bailiff 

 There is no expectation that these duties will not be undertaken by this 

role. 

6. Statement of Accounts    these often require manual calculations often 
involving Transitional Rate Relief and previous RV changes many can go 
back a number of years.  They have to be done manually as Northgate 
cannot produce the correct bill for individual years.  

7. Authorising of refunds over £1000.00 Many refunds for authorising can be 
extremely large amounts many of which may go to senior management for 
signing.  The complex ones usually arise from complex valuation cases.  



8. Escalated enquiries  basically who do we turn to with complex 
enquiries,  we used to have Supervisors/floor walkers 

9. Insolvency This is where a company becomes Insolvent by means of 
liquidation, Dissolution or Bankruptcy, meaning they are no longer trading.  

Insolvency also covers Administration/Receivership and ensuring the correct 

CVA/IVA is applied to accounts. 

This is a very complex area of business rates which involves liaising with the 

Official Receivers, Insolvency Practitioners, Duchy of Lancaster, landlords 

and agents.  

Billing needs to be correct to reflect the various stages of Insolvency 

10. Section 44A This is a temporary allowance where a company is not using 
the whole of the property for a period of time but does intend to reuse it in the 
future.  The ratepayer has to supply a plan of the property showing the area 
not being used and we have to apply to the Valuation Office for a temporary 
certificated RV.  

11. Small Business Rates Reliefs (Complex).  This may be where we need to 
consider applying the SBRR Extension where we have to determine the 
rateable values of each property and determine the dates it can be applied and 
removed.  

12. Complaints 
 There is no expectation that these duties will not be undertaken by this 

role. 

 

 Remaining points raised are already included in the new role and have 

been reflected in the job evaluation outcome. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

CUSTOMER SERVICES OFFICER- UNIVERSAL SERVICES 

We would like to challenge our Job Evaluation on the following grounds: 

1. Knowledge- we are required to understand 17 different services with detailed 

knowledge know relevant policies/ procedures. These have to be explained in 

clear terms to the public or deal with councillor or mayoral enquiries. 

 

 The team are not required to deal with 17 different services. The team 

deal specifically with 3 dedicated service areas (Environmental, 

Registrars and elections). In addition they answer general enquiries 

which include Highways, School Admissions and Free School Meals 

where knowledge of the service area is required. The team deliver these 

services on behalf of the business areas and are not expected to have 

in-depth knowledge. Any enquiries they are unable to deal with would be 

referred to the business or advice sought from the business.  

 The team deal with a wide variety of enquires not mentioned above but 

they are low level and involve giving guidance and advice. They also 

signpost to the web to our self-service online transactions and other 

agencies and partners. They are not expected to deal with councillor or 

mayoral enquiries unless they are low level; anything more in-depth 

would be dealt with by the operational manager. 

 Duties are reflected included in the evaluation of the new role. 

 

2. Physical Skills- we have the ability to traverse over 6 systems for the services 

the team covers. We also have to keep comprehensive notes. 

 

 Though the team access a variety of systems they would not have to 

traverse them all at the same time as particular systems are relevant to a 

particular service request. The majority of the systems they have access 

to are for view only purposes. All Staff are expected to add notes onto 

relevant systems. Comprehensive notes would be an exception. 

 Duties are reflected included in the evaluation of the new role. 

 

3. Initiative and Independence- the team deal with any problematic enquiries 

themselves liaising with other departments including Heads of Service to 

rectify problems. We also have to deal external agencies e.g. Fire Service, 

GMP. These are almost exclusively dealt with by team members. 

 

 As referred to earlier when appropriate if the team cannot deal with an 

enquiry they would refer on or take advice from the business. Any 

enquiries from partners would be dealt with in the same way as a 

customer enquiry. 

 Duties are reflected included in the evaluation of the new role. 



4. Mental Demands: attention required is constant with calls queuing throughout 

the day. 

 

 Call queuing is the nature of the call centre environment. You can only 

answer one call at a time. 

 Duties are reflected included in the evaluation of the new role 

 

5. Emotional Demands-customers often abusive, threatening and demanding. 

Customers often threaten suicide or have significant physical or mental health 

needs. We need to be able to deescalate the situation and provide clear 

advice to rectify problems 

 

 Examples raised have been taken into account under working 

conditions.  

 

6. Responsibility for Supervision- train new starters. Train existing on new 

procedures e.g. Social Media. We compile training manuals / guides to 

support training. 

 

 Duties will not be undertaken and has not been included in the 

evaluation of the new role. There is an expectation with all staff to 

support colleagues and share good practice. 

 

7. Working Conditions-on occasion we have to deal with long abusive and 

aggressive calls. This is a regular feature of the work. We have significant 

keyboard duties which cause problems both with eyes, back etc. 

 

 Having considered this factor, we recognised that the frequency is 

greater than first anticipated and supported by their manager on points 

raised. This factor has been amended to reflect this change. New factor 

score in working conditions: 2 

 The job evaluation has now increased, however this still sits within the 

2A banding. 

 

 

 

 

 

 

 



Job Evaluation 

Proposal regarding Locality Managers 

Amendments to the current proposal 

Retain 6 locality managers with 2 based at Pendleton gateway around the modern 

boundaries reflecting growth, needs and deprivation in the areas. The remaining 4 

managers would be located in the existing Gateways at Swinton, Walkden, Eccles 

and Broughton Hub. 

We looked at a number of areas to support this proposal 

Population – Currently in the areas around Pendleton gateway the population has 

been on the increase since 2004 when there were 53,268 residents. In 2014 there 

were 65,426 and it is expected that this will rise to 74,426 by 2021. Media City alone 

is expecting an additional 20,000 people moving in with 15,000 new jobs being 

created.  

Housing - In 2015 there were 27,462 properties within the Pendleton locality, which 

already makes it the area with the highest number of households in the city. This is 

predicted to grow by 4,458 to 31,920 by 2020. A similar level of growth is expected 

between 2020 and 2025. This is going to create unique demands to develop services 

for this growing population, and the current proposal of just one manager overseeing 

this locality in addition to managing the largest centre will be extremely challenging.  

Health, Wellbeing and Poverty - The changing environment and demographics 

bring a new challenge to Salford to provide sufficient and appropriate services for a 

population that, whilst improving overall, still suffers significant deprivation in parts of 

the city. Around 70% of Salford’s population live in areas classified as highly 

deprived and disadvantaged, and around 12,300 children in the city live in poverty. 

Linked with inequalities in deprivation, Salford also faces a number of health 

challenges, both in comparison to national outcomes and within the city itself most 

notably between the east and west of the city. 

Deprivation - The pattern of deprivation in Salford by deprivation type is outlined 

below and all areas show clusters around Pendleton gateway further supporting the 

need for 2 locality managers to be based there. 

 Income deprivation - There are two main clusters of the city that experience 
high income deprivation. These are around Pendleton and Little Hulton.  

 Employment deprivation - The largest cluster of high employment 
deprivation is in concentrated around Pendleton. 

 Health and disability deprivation - Almost all wards of the city experience 
high or relatively high health deprivation, with the biggest cluster in Pendleton, 
followed by Broughton, Orsdall, Weaste & Seedley  



 Income deprivation affecting children - There are several parts of the city 
that experience high income deprivation among children, with the main 
concentration being around Pendleton.   

 Income deprivation affecting older people - Income deprivation among 
elderly people is mainly concentrated in Central Salford, Broughton, Irwell 
Riverside, Langworthy and Orsdall.  

 Digital Deprivation – If we can target this and encourage and support the 
digitally excluded then we know this in turn can help residents become better 
off. 
 

Economy - MediaCityUK has changed the face of the city, creating a globally 

important home for creative, digital and media industries and is also home to the 

University of Salford. Current developments include the expansion of MediaCityUK, 

Port Salford, Salford Central, RHS Bridgewater and Greengate. Four of the current 

developments are in the locality closest to Pendleton Gateway creating further 

growth and increased demands for locality managers based there.  

Background 

As part of the proposed Locality Manager role the incumbents will have responsibility 

for locality working. We will be engaging more with the communities/neighbourhoods 

that the Gateways Centres serve, as well as working alongside partners to deliver 

dedicated locality plans. The Locality Managers will have a range of local 

responsibilities and a central part of the role will be to increase Council Tax/NNDR 

collection rates within each area.  

In order for this to work successfully we will need to ensure that the growth areas 

around Pendleton gateway are adequately resourced. 

Within the proposed new structure the Locality Managers will have responsibility for 

the management of more staff than is currently the case, despite there being fewer 

of us. In addition to the existing staff, Locality Managers will also have responsibility 

for 8 Senior Customer Service Officers and 3 additional Locality Team leaders. 

Further staff will be added to the permanent team when the use of the casual bank is 

reviewed.  

The new role will also include responsibility for the Information and Advice areas and 

interview rooms within the Gateways and the hosting of Better Off events, tasks 

which are currently the responsibility of another colleague. 

The Gateways are also earmarked as potential venues for I-working, which as a host 

will create additional responsibilities for Locality Managers. 

None of the Centre Manager’s current tasks and responsibilities have been removed 

from the Locality Manager role profile, and although the new redesign will give us a 

more robust infrastructure, there are many tasks which can only be carried out by 

someone at the Centre Manager/Locality Manager grade. 



The largest centre is Pendleton Gateway carrying greater responsibilities for aspects 

such as building maintenance. With a greater number of service providers and 

service users within the centre this also puts a higher demand on the time of the 

Manager based there. 

Information to support 6 Locality Managers 

Under the proposed customer services redesign the 6 Gateway Centre Managers 

roles have been replaced by 5 Locality Managers. However this does not reflect the 

population, needs and growth changes that have and will continue to occur in 

Salford. 

Salford has changed dramatically over recent years. The city’s growth is 

concentrated in specific areas with central and east Salford having the most 

significant changes. These areas are expected to continue to increase. Salford’s last 

council size review was in 2002 and in the fourteen years to 2016 the city’s 

population has grown significantly. The number of people living in the city increased 

from 216,100 to 248,100 over that time period.  This trend is expected to continue. 

The Local Government Boundary Commission for England (LGBCE) is currently 

undertaking a review of Salford’s ward boundaries. The review has arisen as a result 

of these significant population changes in the city.  

As part of this independent consultation process, after considering the matter at full 

Council on 29 August 2018, the council has approved a submission. We have used 

some of the information from this submission along with Indices of deprivation report 

2015 and CCG locality plan August 2017 to support our proposal. 

Our proposal is that we retain 6 managers based around localities and with 

responsibilities that reflect these changes and correspond to boundary proposals in 

the growth area rather than just around the existing buildings. This will equip us to 

support our communities around the new localities rather than a much outdated 

model. Customer services are committed to increasing Council tax and NNDR 

collection. To achieve the best results for the citizens of Salford and increase our 

target collection we will need Locality Managers who are based around the modern 

boundaries reflecting growth, needs and deprivation in the areas. To achieve this 

aim and The Councils Great Eight priorities we need to retain existing numbers and 

locate 2 Locality Managers at Pendleton gateway which is in the heart of the growth 

area. The remaining 4 managers would be located in the existing Gateways at 

Swinton, Walkden, Eccles and Broughton Hub. 

The central and east locality is experiencing a period of considerable transformation 

and growth. The population of the central locality has grown by 30% since the last 

electoral review. The intense and sustained growth in Orsdall/Media City, which is 

anticipated to continue, is also a major consideration. However, some of the inner 

neighbourhoods surrounding the city centre and Pendleton Gateway are 



characterised by high levels of deprivation and contribute towards Salford being 

identified as the 16th most deprived local authority in England.  

Many of the new residents have settled in the central part of the city, around the 

regeneration of Salford Quays/Media City. The highest growth has been 

concentrated in wards that adjoin the regional centre and in surrounding areas. 

Ordsall has seen a 168% increase in its population between 2001 and 2016, 

increasing from 6,400 to 18,000 residents. BME communities are higher in certain 

wards, particularly in central Salford.  

Sources of Statistics/information 

Indices of deprivation report 2015 

https://www.salford.gov.uk/media/388062/index_of_multiple_deprivation_report_201

5.pdf 

August 2017 CCG locality plan 

http://www.salfordccg.nhs.uk/download.cfm?doc=docm93jijm4n6855.pdf&ver=7581 

Communities and Locality plans 

https://www.salford.gov.uk/people-communities-and-local-information/my-local-

community/neighbourhood-areas/ 

Response to the Local Government Boundary Commission for  
England’s consultation on Warding Patterns 

https://www.salford.gov.uk/media/392687/ward-boundary-subsmission.pdf 

 

 

Under the revised locality model, 5 managers is the appropriate number for the 

5 gateways plus the service manager. The rationale of having 2 managers at 

Pendleton is not something that we are prepared to support on the basis of 

growth and demographics. 

The current staffing levels work on a rota with managers moving around the 

gateways. Under the new arrangements the locality manager will establish 

themselves in each area, there is therefore no longer a need for a 6th manager 

with no location. 

The 5 managers will be further supported by the Service Manager responsible 

for the locality based model in the Gateways 

The majority of growth in the areas referred to fall in to our Digital able 

customers and therefore we wouldn’t expect the increased demand at 

Pendleton Gateway as this traffic would be picked up online. 

Footfall figures at Pendleton Gateway have also been considered, the available 

data doesn’t show a significant increase in number of users. There may be a 

need for more advisors in the future should demand increase but not more 

managers. 

https://www.salford.gov.uk/media/388062/index_of_multiple_deprivation_report_2015.pdf
https://www.salford.gov.uk/media/388062/index_of_multiple_deprivation_report_2015.pdf
http://www.salfordccg.nhs.uk/download.cfm?doc=docm93jijm4n6855.pdf&ver=7581
https://www.salford.gov.uk/people-communities-and-local-information/my-local-community/neighbourhood-areas/
https://www.salford.gov.uk/people-communities-and-local-information/my-local-community/neighbourhood-areas/
https://www.salford.gov.uk/media/392687/ward-boundary-subsmission.pdf


The proposal is based on what the Managers are doing now this will change in 

new roles/operating model/structure. Locality Managers will be working 

different and not as a Gateway Manager 

There will be an increase of 3 Locality Team Leaders as part of the proposal to 

support the locality managers, 

The Service Manager will be working to a new role profile and will be based 

across Gateway Centres which will provide further additional cover. 


