BRIGHTON & HOVE CITY COUNCIL

JOB DESCRIPTION

Job Title:

Account Manager
Reports to:

Credit Control Manager
Department:

Environment Development & Housing
Section:

Temporary Accommodation
Grade:

6
Purpose of the Job
To maximise rental income to the General Fund in order to ensure the provision of Authorities Statutory services.
To provide an efficient, cost effective income collection service to current and former tenants by employing a range of proactive, preventative strategies with the aim of sustaining tenancies and minimising evictions.  This will include pre-tenancy counselling, benefit interviews and financial inclusion advice. 
Principal Accountabilities

1. To collect outstanding amounts that contribute to an individual’s total housing debt, including collection of current rent arrears, court costs, housing benefit overpayments, former debts and rechargeable repair debts in line with procedures and agreed performance targets. 

2. To provide good, professional and empathetic customer service, using a range of communication channels including appointments, home visits, email, letters etc and ensuring clear, helpful and timely responses to enquiries.  This includes providing customer services as part of a duty telephone rota and front line customer service duty.
3. To limit debt by contacting tenants as soon as arrears accrue to gather information about their circumstances and negotiate realistic and affordable repayment agreements, ensuring tenants understand the consequences of non payment.  
4. To target specific arrears cases where payments are not being maintained by contacting tenants using a range of methods including home visits.

5. To work with individual tenants carrying out financial assessments and providing advice and guidance.
6. To support vulnerable tenants and those with specialised needs by making appropriate referrals for additional support.
7. To represent the council at court hearings. This will include initiating legal proceedings against tenants who fail to comply with the terms and conditions of their tenancy by preparing and serving legal notices, writing professional and detailed reports for court hearings, and presenting cases in court where all other avenues to resolve the debt have been exhausted, ensuring compliance with the Rent Arrears Pre-Action Protocol.
8. To keep abreast of welfare benefit changes and the impact they have on tenants, take part in learning and development activities, and contribute to change and continuous service improvement programmes aimed to deliver more efficient services to tenants. 
9. To work collaboratively with the Rent Accounting, Homeless Team, Housing Options, Homemove  and Benefits teams to ensure that accounts are created and ceased promptly.

10. To work collaboratively with other Housing teams and council departments to achieve Housing and corporate objectives, to champion a rent payment culture, and to ensure that processes are efficient and streamlined.
11. To liaise with the Department for Work and Pensions, outside organisations, welfare agencies, and any other bodies or individuals which may be involved in income collection in accordance with the Data Protection Act.
12. To update the council’s systems and databases, ensuring the accuracy of all data input, ensuring that necessary information is up-to-date and accessible, and conforms to Data Protection and Freedom of Information Act requirements.  .
13. To work on former tenancy arrears using a range of methods and specialist search engines in order to successfully trace tenants.
14. To prepare write off recommendations and case reports in line with procedures.
General Accountabilities
To ensure that all policies and procedures are applied in a fair and consistent manner.
To promote the service and the council positively at all times.

To be well presented at all times.

To assist and participate in the training and job development programmes of the department.  To actively update knowledge in terms of changing priorities, legislation and new developments.

To undertake such other duties appropriate to the grade and character of the work as may reasonably be required of you. 

To ensure adherence to the Council's Health and Safety Policy  particularly with regard to agreed codes of practice and safe methods of work.

The postholder must implement the council's Equalities Policy and must carry out his/her duties with due regard to this policy.

Your duties will be as set out in the above job description, but please note the council reserves the right to update your job description from time to time to reflect changes in or to your job.  You will be consulted about any proposed changes.  

The list of duties in the job descripton should not be regarded as exclusive or exhaustive.

There will be other duties and requirements associated with your job and as a term of your employment you may be required to undertake various other duties as may reasonably be required.

BRIGHTON & HOVE CITY COUNCIL

PERSON SPECIFICATION

Job Title:

Account Manager
Department:

Environment Development & Housing
Section:

Temporary Accommodation
Grade:

6
	CRITERIA
	ESSENTIAL CRITERIA

	Job Related Education, Qualifications and Knowledge 
	· A thorough knowledge of housing legislation, policies and procedures that relate to rent and arrears collection.
· A thorough knowledge of housing and welfare benefits. In particular, an understanding of Housing Benefit as it relates to temporary accommodation for various types of homeless households.

· Ability to deliver excellent customer service in a pressurised front line service.

· Knowledge of Health & Safety legislation.

· Effective interviewing and negotiation skills, including the ability to remain calm and assertive under pressure in order to negotiate financial settlements with clients.

· Excellent communication skills including the ability to convey complex information effectively and clearly to a wide range of people, individually and in groups, both orally and in writing. 

· Ability to organise and prioritise own work in order to meet challenging performance targets.

· Ability to work as part of a team.

· Ability to complete home visits and to work alone as required.

· Commitment to continuous improvement and excellence in customer care.

	Experience 
	· Experience of working in a focussed rent collection and arrears service.
· Experience of dealing with a wide range of service users both face to face and over the telephone.
· Experience of working within a high pressure, customer orientated environment.
· Experience of working within a team including providing flexible cover for colleagues
· Experience of working within legislative and local policy framework.

· Experience of using and applying a variety of Information Technology packages, databases, spreadsheets and word processors.

· 

	Other Requirements
	· Hold a full drivers licence (desirable)
· Ability to work outside normal office hours.

	Equal Opportunities
	· To be able to demonstrate a commitment to the principles of Equalities and to be able to carry out duties in accordance with the Council’s Equalities Policy.

· 

	
	· 

	Other Requirements
	· Commitment to continuous improvement and excellence in customer care
· To be able to work outside normal office hours
· Hold a full drivers licence (desirable)


