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Job Description
	For HRU use only
	Ref: 3841

	Directorate
	Environment, Housing and Leisure

	Section/Location
	Housing

	Post Title
	Debt Recovery and Direct Debit Officer

	Permanent/Temp
	Permanent

	Grade
	6 

	Responsible to
	Debt Recovery and Direct Debit Team Leader

	Responsible for
	N/A

	

	Job Purpose

	Primary Purpose and Scope of the Job:

The primary purpose of the role is to work with tenants and former tenants to maximise income collection for former tenants’ arrears, temporary accommodation charges and sundry debts relating to council tenancies. To maximise income collection through the effective administration of Direct Debits and to deliver an effective rechargeable repair invoicing and debt collection service.
To work as part of a fast pace, highly motivated team to provide a proactive, customer focussed service to ensure the effective collection of all former tenant debt, rechargeable repairs, temporary accommodation charges and any other housing related sundry debts.  To ensure these are processed accurately, efficiently and in a timely manner. 
 

	

	Job Content


	Key tasks & accountabilities:  

1. To deliver effective performance against set targets and service standards for the effective administration of former tenant arrears, temporary accommodation charges, sundry debts, direct debits and rechargeable repairs.
2. To recover outstanding debts relating to former tenant rent arrears, temporary accommodation arrears and sundry debts relating to council housing services in line with the Council’s policies and procedures including the maintenance of accurate IT records and to continually improve collection rates.

3. To administer rechargeable repairs accounts, to increase the overall value of invoices raised and continually improve collection rates.
4. To increase the number of tenants paying and accessing North Tyneside services electronically 
5. To administer direct debits relating to council housing services.  Including:

a. Calculating and processing direct debit adjustments as required due to changes in net rent payable

b. Liaising with the partner organisations and sections of the council, including housing benefits, to ensure direct debit payments are correctly calculated.

c. Processing direct debit rejections, contacting customers to make alternative payment arrangements

d. Processing the BAC’s payments and ensuring that direct debits taken from customers bank accounts are correct and timely

e. Ensuring that direct debit accounts are clear at the end of the financial year

f. Supporting the Debt Recovery and Direct Debit Team Leader at year end 

g. Set up direct debits and bulk update for customers with payment arrangements.

6. To process refunds as required for rechargeable repairs, direct debits and other over payments

7. To make repayment arrangements with tenants and former tenants and take ad hoc electronic payments.
8. To receive and promptly process payments received from customers including cheques, postal orders and payments via Paye.net.

9. To take appropriate recovery action on breached agreements. 
10. To communicate with tenants from all demographic backgrounds in order to make suitable arrangements to sustain their tenancies and clear any debts owed.
11. To identify support needs and safeguarding issues and make decisions for the relevant referrals when necessary.
12. To signpost individuals to appropriate service providers for further information and/or in-depth debt management advice which may include; DWP, Credit Union, HM Revenues and Customs, CAB, Age UK, DAWN and other charitable organisations.

13. To liaise with the partner organisations and sections of the council to maximise the income collected for former tenants, temporary accommodation and sundry debts.
14. To interrogate and make use of technical data from appropriate IT systems to inform decisions with regards to whether or not to recharge tenants in line with policy and procedure.

15. To create, debit and monitor sundry debt accounts within the Northgate system.

16. To provide advice and assistance to other colleagues within the authority in order to assist them in their own casework where cross-referral of the client can be avoided.
17. To make decisions for court action on individual cases that fit the criteria for Attachment of Earnings and Small Claims, processing these applications both via the court direct and via money claims online then monitoring the individual cases.
18. To make Small Claims applications online, using the business credit card, then reconcile transactions, allocating costs to the relevant budget.
19.  To fully utilise and monitor the performance of external debt recovery, tracing agents, and credit reference agencies.

20. To maintain a close relationship with the Housing Benefit service to assist in the maximisation of benefits payable whilst dealing with overpayment claims.

21. To liaise with the Finance Department in order to rectify errors, trace incorrectly posted monies including payments held in the suspense account.
22. To deliver services in line with council policy, procedures and financial regulations

23. To prepare cases for write off former tenant debts in line with approved procedures.
24. To prepare rechargeable repairs cases for write off in line with approved procedures.
25. To link in with the Tenancy Sustainment team where appropriate to ensure that tenant’s financial inclusion is targeted through the maximisation of income and reduction in the outgoings of our tenants.
26. To minimise the impact of welfare reforms on tenants and former tenants through awareness of tenants circumstances, early support and interventions such as downsizing 
27. To assist with the collection of routine statistical service information.
28. To make effective use of ICT systems including handheld technology and scheduling/work allocation systems.
29. To carry out duties and contribute to the effective implementation of the organisation's policies and procedures on health and safety. 
30. To implement and comply with the Council’s Equality and Diversity policies
31. To ensure the service delivers value for money and aims to achieve annual efficiency savings.
32. To carry out other duties commensurate with the grade as required.


	

	Performance standards

	1. Assist the Debt Recovery and Direct Debit Team Leader in seeking continuous improvement to ensure effective performance management and the delivery of the agreed targets and service standards for the effective management of income collection and estate and tenancy management.  

2. Attend and positively contribute to Individual Performance Review and One to One meetings and assist in the delivery of service improvement plans.  

3. Act in a professional manner at all times and promote North Tyneside Council in a positive manner.

4. Develop and further good working relationships with customers and involve them in improving the service.

5. Develop and maintain relationships with partner agencies through effective partnership working.

6. Implement and comply with the Council’s equality and diversity policies.

7. Be fully aware of health and safety requirements in relation to any task undertaken and ensure that safe working practices are adopted at all times.

8. Ensure that the service delivers value for money and aims to deliver annual efficiency savings. 

9. Attend training and briefing sessions when requested and take personal responsibility to improve and develop your skills, knowledge and ability.   



	

	Working conditions

	The Officer may visit customers in their homes and assist them in the Customer First Centres or Quadrant.

The Officer will be directly involved with customers whose circumstances or behaviour could cause some emotional upset.  They will, on occasions, come into contact with customers who are angry, abusive, threatening and aggressive.   

The role of the Officer involves lone working.

There may be occasions when the Officer may have to attend an evening meeting. 



	REVIEW ARRANGEMENTS:

The details contained in this Job Description reflect the content of the job at the date it was prepared.  However, it is inevitable that over time, the nature of the job may change.  Existing duties may no longer be required and other duties may be gained without changing the general nature of the post or the level of responsibility entailed.  Consequently, North Tyneside Council will expect to revise this Job Description from time to time and will consult with the post holder at the appropriate time.



Date Job Description Prepared/Revised:
January 2016
Prepared/Revised By:  Ian Rice


PERSON SPECIFICATION

	Factor
	Essential
	Desirable
	Assessment means

	Skills and Knowledge
	Knowledge of the Councils legislation and the council’s policy and procedures in relation to the Councils tenancy agreement, and Income collection procedure.

Ability to work under pressure, managing a large volume of cases by prioritising on a daily basis their workload.

Good Oral and written communication skills.

Excellent Customer care skills.

The ability to deal with    difficult situations.

Good Negotiation skills.

Ability to prepare and write letters/reports and completion of forms.

Demonstrate sound decision-making skills.

Ability to use initiative to solve problems and deliver services

Clear understanding of the needs of customers

Ability to prioritise and balance own workload and work under pressure.
Effective team working approach whilst understanding the need to and having the ability to operate on own initiative as required.
Committed, caring and understanding attitude towards others with an ability to relate and empathise with people at all levels.


	Knowledge of housing procedures and practices.

Knowledge of the government and councils Housing Benefit legislation.

Knowledge of benefit and income maximisation.

Knowledge of Direct Debit processes and the BAC’s system

Ability to identify a customer’s needs and requirements to help maximise welfare benefits and income in order to negotiate affordable repayment plans.
Knowledge of the critical importance of the equalities and diversity agenda in the delivery of housing services
Assertiveness, mediation and negotiating skills.

	Application form.

Interview.

Applicable tests.

	Qualifications and Training
	Minimum of 5 GCSE’s (grade C or above) or equivalent, including English and Maths.


	Relevant qualification in Housing, or business management, customer services, debt management/collection or equivalent.


	Application form.

Qualification certificate.

Interview

Questions.

	Experience
	Previous experience in a similar post in the social housing sector or equivalent.

Demonstrate and provide evidence of an effective approach to customer care and service delivery
Understand needs of vulnerable, under-represented and hard to reach groups and ensure equality of access to services

Experience of achieving personal and service targets.


	Experience in dealing effectively with rent arrears cases and outline understanding of relevant processes and legislation.

Experience in a front line customer focused environment with the ability to understand the customer’s needs and make decisions to resolve them. 

Experience of lone working and working as part of a team. 

Delivers to deadlines.
	Application form.

Interview.

References.

	Special Requirements
	Flexibility in approach to work in terms work outside of normal office working hours
Must be able to meet the travel requirements of the role/or must be able to travel to all parts of the borough as an integral part of the role.


	Current driving licence or means of mobility support.
	Application form.

Interview

References.
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