


JOB DESCRIPTION

JOB TITLE:	Revenues Officer (Recovery)

DIRECTORATE:	Resources

UNIT:	Finance and Business Services

GRADE:	9

RESPONSIBLE TO:	Senior Revenues Officers (NNDR and Recovery)
	
RESPONSIBLE FOR:	No direct reports

MAIN PURPOSE OF JOB:

To work in the NNDR and Recovery Team dealing with all aspects relating to the administration, collection and recovery of council tax post liability stage up to court stage.

To deal with all aspects relating administration, collection and recovery of NNDR.

To provide cover and advice on the revenues and benefits team on council tax billing and registration queries.

MAIN DUTIES:
1. To deal with enquiries from the public regarding all aspects of revenues recovery having detailed knowledge of the appropriate council tax and NNDR regulations and section procedures.
2. To provide training and mentoring to new starters concerned with revenues work across the Revenues and Benefits Team ensuring good practice and relevant legislation is adhered to. 
3. To maintain and develop own knowledge ensuring any new changes in legislation are clearly understood and implemented and to be responsible for self-development.
4. To identify areas of improvement and to suggest new procedures and practices to ensure the continued efficiency of the service.
5. To action information provided by residents or businesses, by telephone, letter, email or in person regarding changes to council tax or NNDR accounts. This often entails writing to customers regarding an individual query, using Microsoft Word / Outlook and the Civica OPENRevenues system’s correspondence functions.

6. To provide advice to council tax payers regarding any entitlement to exemptions or discounts, both in person and in writing and where applicable to encourage take up in order to reduce debt. 

7. To provide advice to businesses regarding any entitlement to reliefs, both in person and in writing and where applicable to encourage take up in order to reduce debt.

8. To advise those payers where recovery action has taken place of the processes involved and their payment options. This may involve calculating balances on accounts, taking into account charges or payments made.

9. To evaluate customers’ financial positions and to identify hardship where necessary. After evaluating the information to negotiate a suitable payment plan considering the needs of the Council and the importance of reaching collection rate targets against the realistic prospect of repayment.  

10. To evaluate and identify the most appropriate course of recovery action where the enforcement agent has returned a debt as unable to collect. This will require judgement on the nature of the debt and a good knowledge of alternative methods of recovery.

11. To identify claims for discounts or exemptions which require further verification, and to undertake the appropriate checks.  This may involve cross-referencing details with other colleagues and external agencies.

12. Maintain all records accurately on the Civica OPENRevenues system.  

13. Check and issue all council tax bills to new and existing council tax payers

14. When required, to represent the Council at Valuation Tribunal or at the Magistrates’ Court generally in relation to the issuing of summons and obtaining of liability orders.

15. Hours may be split between the Billing Team and working on the Recovery & Rating Team at certain times. Knowledge of council tax recovery and national non-domestic rates is desirable.

16. To keep up to date with any legislative or other changes which may impact on the work of the section.

17. To liaise with other sections and service groups within the Council and also external agencies.

18. To undertake other duties of a similar nature, within the service group which may be required from time to time.

19. To contribute to any quality initiatives and administration improvements.

20. Contribute to the upholding of the Council’s core values.

21. To safeguard children, young people and adults at risk and make referrals to the appropriate agency.


NOTE

This list of duties is not exclusive or exhaustive and the post holder may be requested to perform other duties commensurate with their grade and capabilities.

This list of duties will be reviewed with the post holder on a regular basis. The post holder will be kept fully aware of emerging changes in requirements and will be expected to be flexible in their approach to work reflecting the Council’s requirement to work in partnership across the organisation.


PERSON SPECIFICATION

	Criteria
	Essential / Desirable
	Assessment
A - Application
I - Interview
T - Test
D - Documentation

	Qualifications & Training
	Education to GCSE or equivalent, showing numeracy, literacy and ability to learn complex regulations

IRRV Qualification

	E



D

	A, I, T,D

	Experience

	Previous Local Government experience

Experience in Council Tax administration

[bookmark: OLE_LINK1]Experience in National Non Domestic Rating administration

	D

D

D

	A, I, T

	Knowledge

	Knowledge of legislation pertaining to the job role

	D
	[bookmark: OLE_LINK2]A, I, T

	Competences
	Customer Focus
· Takes a customer service approach to service delivery
· Strives to continuously exceed customers’ expectations

Outcome Driven
Plans and prioritises to meet statutory and organisational deadlines

Problem Solving & Decision Making
· Takes a proactive approach to work, demonstrating initiative and using good judgment 
· Takes ownership of problems
· Identifies potential problems, finds solutions and escalates appropriately

Change & Adaptability
· Takes a positive attitude towards change
· Demonstrates a willingness to learn and take on new areas of work

	E





E



E







E
	A, I, T

	Skills & Abilities
	Communication
Liaises effectively with customers, colleagues, outside bodies and councillors, in writing, by telephone and face to face whilst maintaining a patient and sympathetic approach when required.

Team Working
· Builds effective, supportive working relationships
· Demonstrates a flexible approach to work
· Contributes positively within a team environment
· Is willing to learn and assist other team members
· Is self-motivated and works with limited expectations
Quality of Work
· Produces high quality work with good attention to detail
· Demonstrates accuracy, and a systematic and thorough approach to record keeping, document control and filing

IT/Technical Skills
· Uses all Microsoft Office systems to a good standard 
· Quickly grasps the use of specialized computer packages i.e. Civica OPENRevenues Council Tax & Business Rates systems, Workflow and the integrated Document Image Processing System

	E






E










E






E



	A, I, T

	Other Requirements
	Presents a neat and tidy appearance

	E

	A, I, T



COMPLEXITY AND CREATIVITY

The post holder is expected to understand the relevant legislation.  The post holder will need the ability to identify problem areas and investigate as appropriate, through to a solution. They should possess an ability to uncover information, which may initially be concealed in order to determine the correct situation. This may involve dealing with aggressive telephone calls and making contact with the appropriate external agencies remaining calm and assisting the resident to repay their debt.

JUDGEMENT AND DECISIONS

The post holder will be expected to determine, within established procedures and policy, the most effective route to achieve the solution efficiently. The post holder will be expected to use discretion, within guidelines, to determine whether discounts or exemptions are applicable. Any error in judgement could result in incorrect bills being issued and delayed recovery action/lost income.

The post holder will need to assess each account on their own merits and decide what the Council will accept as a repayment plan. This will require the ability to negotiate in a calm and clear way.

The ability to interpret the information provided and isolate fact from fiction is a key requirement.


CONTACTS (INTERNAL 20% EXTERNAL 80%)

INTERNAL:  Departmental staff, Other relevant authority staff e.g. Housing, Legal, Electoral Registration, Planning & Building Control, Environmental Health & Licensing, Human Resources, Corporate Communications.

EXTERNAL:  Council tax charge payers, Business ratepayers, Her Majesty’s Courts Service, External enforcement agencies, Other local authorities, Police, CAB, Valuation Office Agency, Housing Associations, Estate Agents.
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