
 

 

JOB SPECIFICATION – Revenues, Benefits, Central Support, On Demand, Service Centre, 

Sundry Debtors and Housing Overpayments Officers 

 
 

 
1. Role Purpose 

and 
Responsibilities 

The Officer posts for Revenues, Benefits, Central Support, On Demand Service Centre, Sundry 
Debtors and Housing Overpayments will have main responsibility for a specific area and 
discipline of the service. However post holders are expected to be able to provide cover for each 
other across all areas as required to meet the needs of the service. 

 

The purpose of these posts is to be responsible for undertaking:  

 the efficient and accurate administration of all assessment applications received and 
overpayments identified in accordance with the appropriate regulations, legislation and 
guidance; 

 carrying out all day-to-day activities necessary for the efficient and effective collection of 
Council Tax, Non-Domestic Rates and BID liabilities  

 undertaking and evidencing appropriate checks and responding to queries in accordance 
with the relevant legislation and requirements of the service. 

 assisting in performing the system administration duties for the various computer systems 
in the Service. 

 Assessing information from various sources in order to provide an outcome to a claim or 
request. 

 assisting with reconciliations, the management of creditors modules, checking, integrity 
and completion of returns from government departments, agencies and other relevant 
organisations. 

 
2. Main Duties 

General 

 To ensure a full working knowledge of relevant legislation and IT applications to enable 
the efficient carrying out of the duties attached to the post. 

 To answer and deal with telephone, written or face to face enquiries from customers and 
stakeholders, as appropriate, providing explanations and clarification of decisions and 
actions taken and general advice and guidance relating to legislation, policy and 
procedures. 

 To actively encourage the take-up of available benefits, allowances and discounts. 

 To keep and maintain appropriate records and statistics, review exception reports and 
ensure appropriate action is taken. 

 To assist with the preparation of cases for court and Tribunals, providing support at such 
hearings as appropriate. 

 To identify possible irregularities in assessments and liabilities and refer these cases to 
the Fraud Investigations Team.  

 To assist with the development and implementation of new working methods and 
systems. 

 To liaise with and provide advice and guidance to Council departments, external 
agencies, Government bodies, organisations, stakeholders, Members and colleagues on 
all matters relating to Revenues, Benefits and OnDemand Services as required.  

 To administer and control the production of invoices on a daily basis and ensuring the 
invoices are reconciled to the system (Sundry debtors and Housing benefit 
overpayments). 

 



In addition to the main duties above the post holder will have specific responsibility for 
one of the following disciplines but also be able to provide cover across all areas to meet 
the needs of the service. 
 

Revenues 

 To identify and process the correct liability for each property, checking and issuing 
appropriate bills, forms and notices. 

 To agree and set up Direct Debit arrangements, amendments, cancellations, special 
payment arrangements and action refunds as appropriate. 

 To identify accounts requiring recovery action, making and monitoring arrangements with 
debtors and to take such action as appropriate in the case of non-payment. 

 To decide and implement suitable action after a Liability Order has been granted, up to 
and including referring appropriate case to bailiffs and issuing committal warning letters or 
pre bankruptcy letters. 

 To carry out calculations arising from valuation list changes and support the maintenance, 
control and reconciliation of the valuation list for all business and domestic properties, in 
the Service area. 

 To assess applications for rate relief in accordance with Section 44A of the Local 
Government Finance Act 1988. 

 To be able to decide on the correct course of recovery action and follow up on the range 
of Sundry Debtor invoice types including commercial rents.  

 To enact and initiate recovery action on any and all the client’s Sundry Debtor accounts 
and assess which accounts will be persued by Enforcement Agents and through the 
Court system. Prepare cases for Court action. 

 To administer and control the accounts of the client. Assist with quality assurance issues 
and ensure that all documents and communications are accurately and correctly 
responded to. 

 To identify and: 

o process irrecoverable debts and submit for write off; 

o agree special payment arrangements by identifying financial circumstances and applying 
discretion when necessary. 

o process appropriate refunds. 

 

Benefits/Support 

 To gather evidence and information in support of all assessment applications received  
and: 

 to process and determine claims for Housing Benefit and/or Council Tax Support 
accurately and in accordance with the benefit regulations, legislation and guidance.  

 ensure that all appropriate decision letters, overpayment invoices and reminders are 
issued in a timely manner; 

 ensure that payments and overpayments are correctly calculated and coded for subsidy 
purposes.  

 To access the Benefit Agency CIS system to obtain information relating to Housing 
Benefit and Council Tax Support claims. 

 To action as appropriate requests for revisions, super sessions, appeals and disputes, 
including full written responses, in accordance with legislation, regulations, guidance and 
office procedures.  

 To undertake the issuing of housing benefit overpayment invoices, monitoring 
arrangements with debtors and taking appropriate action to recover unpaid debts in 
accordance with benefits legislation, regulations, guidance, DWP good practice, office 
procedures and policies. 

 To identify and: 



o process irrecoverable debts and submit for write off; 

o agree special payment arrangements by identifying financial circumstances and applying 
discretion when necessary. 

o process appropriate refunds. 

 

Housing Benefit Overpayments 

 To access the Benefit Agency CIS system to obtain information relating to Housing 
Benefit Overpayments and Council Tax Support claims. 

 To action as appropriate and decide on the correct course of recovery action such as 
attachment to benefits/earnings, apply direct deductions etc.  

 To undertake the issuing of housing benefit overpayment invoices, monitoring 
arrangements with debtors and taking appropriate action to recover unpaid debts in 
accordance with benefits legislation, regulations, guidance, DWP good practice, office 
procedures and policies. 

 To identify and: 

o process irrecoverable debts and submit for write off; 

o agree special payment arrangements by identifying financial circumstances and applying 
discretion when necessary. 

o process appropriate refunds. 

o Recommend referral to an Enforcement Agent 

o Initiate Charging Order procedures 

 

Central Support 

 To assist the Team Leader in performing the system administration duties for the South 
Worcestershire Partnership and other clients computer systems 

 To assist with all matters in respect of reconciliations, the management of 
creditors/debtors modules, the Direct Debit process, checking, integrity and the 
monitoring and completion of returns and claims from government departments, agencies 
and other relevant organisations. 

 To assist in the year end/annual updating process, including compiling timetables and 
installation of software releases ensuring that time sensitive tasks are completed by the 
deadlines.   

 To assist with the maintenance and the control of daily, periodic and adhoc reports 
required by the Shared Service, to include providing users with specific reports using the 
systems’ reporting tool. 

 Set up and maintain separate spreadsheets to monitor and control council tax, business rate 
and housing benefit overpayment writes offs done each quarter to enable accurate reporting to 
the relevant committee. 

 

OnDemand 

 To provide revenues, benefits or business processing services including some or all of the 
above requirements as necessary. 

 To work to the parameters set by the Client contract and to access client information as 
required. 

 To work within required scope of the contract, following the relevant processes and procedures 
provided. 

 To access the Benefit Agency CIS system to obtain information relating to Housing Benefit and 
Council Tax Support claims where appropriate. 

 

Service Centre 

 To provide a dedicated telephony service dealing with enquiries from customers and 
stakeholders - including explanations and clarification of decisions and actions taken and 



general advice and guidance relating to legislation, policy and procedures in respect of 
some or all of the above requirements as necessary. 

 To support the revenues, benefits or OnDemand services in respect of some or all of the 
above duties and requirements in these areas. 

 

Other 

 To participate in the identification, delivery and review of your own personal training and 
development needs and too attend any courses, seminars, workshops applicable to the 
post as and when required. 

 To carry out other duties as directed from time to time commensurate with the grading of 
the post. 

 Promote equality and diversity in working practices by developing and maintaining positive 
working relationships, ensuring that colleagues are treated fairly and contributing to developing 
equality of opportunity in working practices 

 Comply with all relevant Health and Safety legislation and pursue duties in a safe manner with 
due regard to the health and safety of others. 

 

 
3. Reporting 
Relationships 
 

 

 Reporting to Team Manager 

 
4. Essential 
Competencies 

 Relevant experience gained in Benefits / Revenues or similar environment. 

 Numeracy skills, including the ability to manipulate numerical data. 

 Excellent verbal and written communication skills, with  a strong customer focus 

5. Desirable 
competencies 

 Ability to deal effectively and courteously with members of the public, both face-to-face 
and by telephone.  

 Ability to learn, interpret, apply and explain all legislation and guidance appropriate to the 
post.  

 Ability to prioritise and work accurately to targets and deadlines.  

 Good word processing and IT skills, including an ability to use an on-line computer 
system to interrogate and update data. 

 Ability to relay complex information clearly in relation to Benefits, Council Tax and Non-
Domestic Rates verbally and in writing. 

 Self-motivated, enthusiastic, and be able to deal with a heavy and varied workload.  

 Be able to work on own initiative and without the need to be closely supervised. 

 Be able to work as part of a team, willing to assist others, but also take responsibility for 
own work as required. 

 Be able to deal with difficult situations. 

 Ability to make decisions in relation to Revenues and Benefits relating to benefits, liability, 
payment arrangements and recovery procedures etc. as appropriate. 

 Ability and willingness to help support and provide guidance, support and advice to less 
experienced staff. 

 Ability to maintain concentration in a busy and, at times, noisy environment. 

 Work methodically, accurately and thoroughly, paying close attention to detail. 

 Ability to remain calm and focussed under pressure. 

 Undertake confidential interviews, sometimes in difficult situations. 

 Ability to prioritise and work accurately to targets and deadlines. 

 Relevant legislative knowledge.  

 Knowledge of Windows based office package. 



6. Skills & 
Behaviours 

 
Personal skills 

 Engaging and personable 

 Effective relationship management 

 Practical 

 Articulate – excellent communication with impact and clarity  

 Outcome-driven  

 The ability to manage time and priorities to best effect 

 A propensity to listen and analyse before presenting a considered solution  
 
Attitude 

 Self-motivated 

 Enthusiastic 

 A winner’s attitude – ‘anything is possible’ and can make it happen 

 Commitment to providing high-quality service and meeting deadlines 

 Confident but measured 

 Recognition of the importance of a team approach 
 

 
 
NOTES: 
 
Duties will inevitably develop and change as the work of the Service and Council changes to meet the needs 
of our customers. Employees should therefore expect periodic variations to job descriptions, and Civica 
retain this right. This job description will be supplemented on a regular basis by individual objectives and 
performance targets. 
 
 


