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	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 rent arrears accounts and rent accounts 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.

Ability to identify a customer’s needs and requirements to maximise welfare benefits and income.
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.


Person specification
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