1

GRAVESHAM BOROUGH COUNCIL

	Division:
	Corporate Services

	
	

	Department:
	Financial Services

	
	

	Section:
	Income

	
	

	Post Title:
	Income Support Officer 

	
	

	Grade:
	Scale 3

	
	

	Responsible to:
	Income Recovery Team Leader



Job Description

This job description is intended as a working document only, giving a guideline to the major tasks to be performed.  It is anticipated that the post will develop as working practices change to meet the demands of the service, new legislation, or policies of the council.  It is expected the post holder will contribute to and assist in the development of such changes.
Job Summary

The role of Income Support Officer is responsible to the Income Recovery Team Leader for processing miscellaneous income due to and received by the Council, including back-office cashier transactions and associated administration functions.

Responsible to the Income Recovery Team Leader for collection and recovery of amounts due for miscellaneous sundry debt, including the dispatch of related notices and pursuit of unpaid debt, including the collection of monies via the BACs direct debit systems, the dispatch of recovery notices, assisting in the recovery of corporate debt, tracing of debtors and responding to general enquiries.
Responsible to the Income Recovery Team Leader for collation of corporate debt statistics for presentation to Management.
1. Main responsibilities
1.1
Cashier 
1.1.1
Processing of cheque payments and department returns through the Council’s back office processing system, including the final daily cashing up procedure and associated duties including liaising with the Council’s cash and cheque collection contractor.
1.2
Sundry Debt
1.2.1
Deal with general enquiries from Debtors at the Civic Centre, via the telephone and by email.

1.2.2
Update computer records and clerical records for the upkeep and recovery of sundry debts, including processing credits and refunds and the dispatch of letters and other recovery notices.

1.2.3
Monthly collection of direct debit payments in respect of sundry debtor accounts including amendments to the Debtors and Income Systems as and when advised by the customer and/or BACs advisors and writing to the affected customers. 
1.2.4
Reconciliation of customer accounts from the Debtor system providing detailed analysis of payments and invoices.

1.3
Leasehold properties, Industrial Units, and shops
1.3.1
Set up periodical master accounts on the Debtors System and maintain records in accordance with the lease for domestic leasehold properties, commercial properties and Industrial Units.
1.3.2
Supply accurate information to Legal Services, Housing Services, Financial Services and outside solicitors on sale and purchase of leasehold flats, including completion of leasehold questionnaires.

1.3.3
Calculate service charge estimates for properties under the Right to Buy legislation.

1.3.4
Raise invoices and process refunds in respect of year-end service charge accounts and provide additional support with the year-end tasks as required.
1.3.5
Assist with the calculation, payment, and collection of annual buildings insurance premiums for leasehold properties, maintaining records and liaising with the leaseholders and the Insurance Company with respect to claims where necessary. 

1.3.6
Raise invoices to commercial property tenants to recharge buildings insurance cover. 

1.3.7
Assist with the administration of rent reviews, terms of leases and apportionments of accounts in respect of commercial properties and Industrial Units.

1.3.8
Monitor payments due for the Council’s Head Leases, assist with administration tasks relevant to ensure income is received in accordance with the terms of the lease.

1.3.9
Maintain and update the Council’s 50/50 scheme via the Debtor’s System and accompanying administration.

1.4
Miscellaneous Income
1.4.1
Responsible for ensuring the daily clearance of exceptions of unallocated payments from the Council’s bank download file to the correct customer or other appropriate accounts. 

1.4.2
Liaise as required, with other sections of the Council in respect of missing payments, searching financial systems for such payments, and allocating accordingly.
1.4.3
Processing of multiple payments received from enforcement agencies, collection agencies, employers, and the Benefits Agency.
1.4.4
Dealing with items unpaid through the bank and any such related queries.
1.4.5
Monitor payments allocated to exception accounts and transfer such monies to the correct funds and accounts.
1.4.6
Deal with members of the public and internal officers in respect of missing payments.

1.4.7
Timely clearance of the Council’s card suspense payments to ensure processing to customer accounts where appropriate.

1.5
Refunds


1.5.1
Check and process credit/debit card refunds on behalf of host system 

(council tax/ housing/sundry debtors) in line with the Corporate Refund Policy.

1.5.2
Process BACs refunds via the Creditor and Purchase Order functions 
in line with the Corporate Refund Policy.


1.5.3
Raise sundry debtor refunds for payment methods other than card, via 
the Debtor and Creditor functions.
1.6
Writing off unrecoverable debts


1.6.1
Prepare the sundry debt lists for write off recommendation in 


accordance with the Council’s Write-off policy.
1.7
Corporate debt – recovery and statistics
1.7.1
Prepare and maintain accurate sundry and corporate debt statistics for presentation to Management.

1.7.2
Retain records in respect of referrals, court costs, success/ collection rates and total outstanding debts owed to the Council, including overpaid housing benefit cases and former tenant accounts (FTA’s).
1.7.3
Undertake tracing of debtors in respect of cases returned at any stage of recovery.
1.7.4
Maintain a dialogue with the Collection Agency and the High Court Enforcement Agency in respect of cases referred and maintain and update relevant records on appropriate systems. Update the Council’s systems in a timely manner.
1.7.5
Liaise with departments to ensure regular updates on referrals, returns and arrangements, together with collection rates. 
1.7.6
Monitor cases referred, and in respect of unsuccessful cases returned, follow correct procedures for each debt type.
1.7.7
Prepare sundry debt lists for write off recommendation in accordance with the Council’s Corporate Write off Policy.

2. General

a. Carry out such other duties as may be required of you, commensurate with the grade and level of responsibility, as directed by management.

b. A commitment and contribution to the Council’s Equal Opportunities Policy is an essential requirement of the post.
c. The post holder will carry out all duties and activities having regard to the provisions of the Health and Safety at Work Act 1974, and in accordance with any instructions from senior members of staff under that Act or any Council or Departmental Codes of Practice or Procedures.
d. The post holder will comply with Statute and Council Policy in all respects.

e. An awareness and commitment to section 17 which places a statutory duty on police and local authorities to work in partnership to reduce crime and promote community safety. It is also required that community safety is to be a thread running through all functions of the Local Authority.
f. A commitment to excellent customer service and the values of the Council
PERSON SPECIFICATION
	POST: Income Officer
	

	Characteristic
	Specification

	
	ESSENTIAL
	DESIRABLE

	SKILLS/ABILITIES

(Specific skills and abilities required to undertake the duties)


	Use of IT packages including Microsoft Word & Excel
Proven administration skills
A methodical and well organised approach.
	Use of tracing facilities


	KNOWLEDGE

(Particular knowledge which will be necessary to perform the work effectively, e.g., of specific legislation or regulations)


	Working knowledge of software packages.

Cashiering and/or cash banking knowledge 

	Basic knowledge of council procedures in respect of leasehold/ commercial properties and associated legislation.

Knowledge of Housing Benefits and associated agencies 

	QUALIFICATION

          TRAINING
(Educational/vocational qualifications and other training)

Verification will be required
	A minimum of 3 GCSEs at grade C or above (including Maths and English) or equivalent


	

	EXPERIENCE

(Level and type of previous experience)


	Previous experience of work in a revenues or accountancy environment or similar.
Proven customer service experience
	Maintenance of statistical data

	QUALITIES

(Particular qualities necessary to carry out the works, e.g. ability to work under pressure or work co-operatively in a team)


	Ability to work alone or as part of a team.

Ability to work under pressure to meet deadlines.

Attention to detail.
	

	SPECIAL CONDITIONS

(e.g. willingness to work unsocial hours or wear a uniform)
	A commitment to equal opportunities
Customer focus

	


