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SPELTHORNE

BOROUGH COUNCIL





Information pack for the post of 
Customer Services and Recovery Officer
Job reference number 1210
Closing date: Friday 2 August 2024 (noon)
Interview date: tbc
Guidance on completing the application form.  
Please ensure all sections of the application form are complete.
Before filling in your application form, please read the job description carefully. This outlines the duties to be performed, the person specification will outline the skills, abilities and qualifications required of the postholder. You will need to demonstrate that you meet the requirements of the job description, (or at least have the potential to do so), in order to be shortlisted for an interview.
Please note, when copying and pasting text into the online application form the formatting may change, so please check before submitting.
Disclosure and Barring Service (DBS)

Some posts may be subject to a basic or an enhanced DBS check. This will be stated in the advertisement, Job Description or Person Specification.  Further information about this check can be obtained from the following website: www.gov.uk/disclosure-barring-service-check
Politically Restricted Post 

Some posts may be politically restricted which means Under the Local Government and Housing Act 1989 some posts will be disqualified from being a Councillor, Member of Parliament or Member of the European Parliament. The regulations restrict you from undertaking:
Candidature for election

Holding office in a political party

Canvassing at elections

Speaking or writing publicly on matters of party political controversy.

Additional Clearance

Some posts may at any time be required to undertake additional clearance or checks.  

These may be required in order to comply with a request from a Government body or as a result of a statutory requirement and may include some form of criminal record check.

Referees

References must cover the last 3 years together with a reasonable account of any significant periods (6 months or more) of time spent abroad. 

Ensure that the names of referees that you supply relate to people who you know in a professional capacity. Ideally, at least one referee should be your current manager or college tutor. Previous managers or tutors can also be named, but where possible, you should avoid providing names of colleagues or friends as referees.

Your referees will be asked to supply information regarding your professional and technical ability, your character and personality, and your timekeeping and reliability. They will also be asked for information regarding your general health and absences on the grounds of sickness over the last two years.

Evidence of information provided in your application form

Successful candidates will be required to provide documentary evidence of the qualifications required to do the job. We reserve the right to verify any information given on the application form and failure to provide such evidence will result in the offer being withdrawn or in dismissal.

Equality and diversity

Spelthorne Borough Council is committed to equality of opportunity for all in relation to the services and functions it carries out and in the employment practices it follows. As a responsible employer, the Council will conduct its affairs in a manner which will not unlawfully and unjustifiably cause disadvantage to any employee or job applicant on the following grounds: age, disability, sex, gender reassignment, pregnancy and maternity, race, sexual orientation, religion or belief or marriage and civil partnership.
As users of the disability confident scheme, we guarantee to interview all disabled applicants who meet the minimum criteria for the vacancy.

Complaints about equality and race equality issues will be dealt with promptly and seriously. Please refer to our website for further information.
Eligibility to work in the UK

The Asylum and Immigration Act makes it a criminal offence for employers to recruit staff who are not entitled to work in the UK. Therefore any offer of employment will be subject to the provision of documentary evidence to demonstrate that the successful candidate is entitled to work in the UK.

What happens after I submit in my application?
The shortlisting panel will look at your application form after the closing date to see how well your skills, experience and knowledge meet the requirements of the job set out in the person specification.  Candidates who are shortlisted for interview will be advised of the arrangements.  
Telephone 01784 444263 or e-mail recruitment@spelthorne.gov.uk with any queries.

You are also able to apply online using www.surreyjobs.info
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Advert
Customer Services and Recovery Officer

Salary £24,978 – £33,270pa 

We need two full time (36 hours per week) Customer Services and Recovery Officers to join our highly successful collections Team in Spelthorne. 
This is a high performing team, whose responsibility for the collection of income promptly and efficiently is crucial to the Council, given the current Government funding arrangements and budgetary pressures. Customer Service and Revenues is important and at the leading edge of what we do. 
Customer Service and Recovery Officers are tasked with interacting with customers daily, answering questions, listening to customer concerns, answering Council queries, and managing financial issues including debt recovery and payment plans with residents. 
This position will require attention to detail. The Customer Services and Recovery Officer not only drives communication with our customers but provides solutions for customers with payment difficulties as well as assisting in recovering sundry debt from across the organisation.   Our most exciting applications come from those who can work as part of a team and are enthusiastic about taking on a great opportunity in a key role within the Council.

You will need to have excellent communication skills and enjoy proactively engaging with customers as well as having financial administration knowledge. You need great interpersonal skills as you must work well in a collaborative environment within the Council.  The role provides opportunities to learn about Council services and provide key messaging on these to our customers.  
If you have a Customer Service or Recovery background, a passion to deliver excellent customer service and the ability to stay calm under pressure then we would love to hear from you!

In return we can offer excellent conditions of service with a benefits package that includes flexible working hours, pension scheme, free car parking, at least 23 days' paid leave per year and an essential user car allowance.

This post is identified as a hybrid post supporting both office and home working in line with Spelthorne Borough Council's policy. The post holder will be required to attend the office in line with a rota and any service requirements.
Please note as part of the employment checks this post will subject to a basic Baseline Personnel Security Standard (BPSS) check.
Spelthorne Borough Council use the Microsoft Authenticator app as a secure way of accessing our network.  Successful candidates will be required to use their own mobile device to download and use Authenticator.
The ability to converse at ease with customers and provide advice in accurate spoken English is essential for customer facing posts.  These posts fall within the scope of the Code of Practice on English language requirement for public sector workers.  The Council, therefore, has a statutory duty under Part 7 of the Immigration Act 2016 to ensure that post holders have a command of spoken English sufficient for the effective performance of the job requirements. If you have any queries or would like to discuss this further, please contact Human Resources.

Closing date:  Friday 2 August 2024 (Noon)
Interview: TBC
For full information and to apply online, go to www.surreyjobs.info or www.spelthorne.gov.uk/jobs alternatively, please contact Recruitment Services on (01784 444263 (24hr answer phone) quoting reference number 1210.
Unfortunately, we are unable to reply to all candidates.  If we have not contacted, you within 3 weeks of the closing date then your application has been unsuccessful.

All shortlisted applicants will be contacted via email after the closing date. CVs can only be accepted in support of a completed application form.

Working towards equal opportunities
Strictly No Agencies

JOB DESCRIPTION

	DATE PREPARED:
	June 2024
	
	

	DATE UPDATED
	June 2024
	
	

	POST TITLE:
	Customer Services and Recovery Officer

	POST NUMBER:
	4772, 4824(4), 4784A, 4824(3)
	
	

	GRADE:
	3/5 (36 hours)
	
	

	SERVICE:
	Customer Services

	SECTION HEAD:
	Group Head Commissioning and Transformation

	REPORT TO:
	Senior Team Officers

	
	

	GENERAL DUTIES:
	Being a well-organised, self-motivated, strong team player, who can work under pressure and meet deadlines within a busy Customer Services and revenues service. You will mainly be responsible for all aspects of the effective collection and recovery of Sundry Debts, Council Tax and NNDR, adhering to corporate policies on collection and customer care. You will also assist with certain other critical financial transactions. 

A portion of your time will be spent focusing on the more in-depth aspects of control with regards to the council’s systems and processes to support debt recovery processes

	
	

	ESSENTIAL

REQUIREMENTS:
	· Able to work under pressure and meet deadlines.

· Good communication skills

· Good written and numeracy skills

· Flexible and adaptable work style and attitude

· Team player

· Able to learn complex legislation. 

· Ability to deal with difficult situations constructively.

 

	
	

	GENERAL RESPONSIBILITIES:
	Equal Opportunities:

The Council is committed to achieving equality of opportunity and expects all employees to implement and promote its policies in all areas of their work including attending training as appropriate.
GDPR:
The council is committed to the principle of confidentiality and the requirements of the Data Protection Act and expects all employees to implement and promote its policies in all areas of their work including attending training as appropriate
Health and Safety:

The Council is committed to providing a healthy and safe working environment and expects all employees to implement and promote policies in all areas of their work including attending training as appropriate
Flexible working:

The Council is committed to providing a high level of customer service and to this aim works a flexible flexi scheme where up to 15 hours flexi can be retained in a four-week flexi period and up to two days flexi can be taken consecutively. The overriding factor must be service to the public and to always be in credit. Multiple flexi days can only be taken where the time has been worked and is convenient to business needs, Full time staff are expected to work at least one 9am as directed by their line manager. Any time accumulated over the 15 hours allowed will be lost. It is therefore your responsibility to manage your time.




PARTICULAR DUTIES:
· Assisting in all aspects around system control of billing, collection and recovery of Sundry Debt Council Tax and NNDR/Business Improvement District.

· Undertake successful completion of critical financial data transactions as instructed. 

· Act as an initial point of contact for customer enquiries and provide a high level of customer service when dealing with enquiries from the public via telephone, face to face and e-mail on debt recovery issues. 

· Assist in the implementation of wider system/financial control measures as instructed by the Senior Team officer.
· Conduct regular stringent quality control checks as instructed by the Senior Team Manager

· To provide an excellent customer experience in line with the Council’s strategic plan. 
· To always provide a high-quality customer service and achieve departmental KPI’s.
· To record all customer contact in the council’s CRM database, with regard to data protection guidelines.
· To use all available ICT systems to provide accurate advice, resolve enquires, raise orders, with correct level of priority and maintain/update records on behalf of the customer and ensure that duties are undertaken with regard and compliance of the Data Protection Act and other relevant legislation.

· To take ownership and responsibility for all enquiries presented to the Customer Services and revenues team, identify customer needs, and utilising appropriate questioning and listening skills to identify and offer appropriate solutions, especially in relation to debt.
· To be a team player in a customer focused team, contributing to meetings, team building and continuous improvement.

· The post holder will actively assist the council in meeting current and emerging requirements of equality legislation and comply with measures that are introduced to ensure equality of opportunity and non-discrimination.
· Comply with the principles and requirements in relation to the management of Council records and information; respect the privacy and personal information held by the Council’ use Council information only for authorised purposes, especially in relation to General Data Protection Regulation
· Carry out such other duties as may be required by your Group Head/Deputy Chief Executive appropriate to your skills and to a level of responsibility not exceeding the grade on which you are appointed.  In accordance with the Equality Act any reasonable adjustments will be made to overcome any factor which puts a disabled employee or applicant at a disadvantage.

.


Person Specification

	Post:  Customer Services and Recovery Officer 
	Post number:  4772, 4824(4), 4784A, 4824(3)



	Key job requirements
	Desirable/

essential
	Testing mechanism

	1. Skills
	
	
	

	
	
	

	Excellent telephone and speaking voice in terms of clarity of voice, speed of conversation and lack of non-conversational sounds.
Understanding of financial administration

Planning and Continuous Improvement:-  

( Plans own workload to meet deadlines 

( Delivers activities using agreed methodologies and processes. 
( Ensures understanding of plans and timescales.
( Identifies where approaches can be improved.
(Adapts to changes required in the service
	Essential 

Essential

Essential 
	Interview

Interview/

App form

Interview/

App form



	
	
	

	Strategic perspective 
( Understands purpose of service area and how own role impacts this 
( Maintains up to date knowledge relevant to role
 ( Aware of external factors affecting role 
( Thinks ahead for the coming days and weeks
	Desirable
	Interview/

App form



	
	
	

	
	
	

	2. Experience
	
	
	

	
	
	

	Relevant experience in financial administration 

Relevant experience in  a customer facing, customer service role, ideally within an office or Contact Centre. 
Experience of working in local government.
	Essential

Essential

Desirable
	Interview/

App form

Interview/

App form

Interview/

App form



	
	
	

	
	
	

	
	
	

	
	
	

	3. Knowledge
	
	
	

	
	
	

	Knowledge of financial systems and processes.

Knowledge of Data Protection Act issues and how these impact on customer services role. 
Knowledge or experienced of the use of CRM’s (Customer Relationship Manager databases) to manage and improve customer contact.
	Essential

Desirable 

Desirable


	Interview/

App form

Interview/

App form

Interview/

App form



	
	
	

	
	
	

	
	
	

	
	
	

	4. Qualifications
	
	
	

	
	
	

	Minimum Level 2 qualification (or equivalent under the National Qualification Framework) in English Language and Mathematics.
	Essential
	App form

	
	
	

	
	
	

	
	
	

	
	
	

	5. Personal Qualities
	
	
	

	
	
	

	Communication ( Speaks clearly and concisely ( Listens carefully to understand ( Uses plain English, appropriate language and correct grammar


	Essential
	Interview

	Problem solving ( Gathers relevant information to understand issues ( Uses some initiative to explore issues ( Makes independent decisions appropriate to role ( Makes suggestions which resolve issues
Passion Drive Commitment

Can do attitude and demonstrable ownership and responsibility
Flexible attitude, always prepared to go the extra mile
	Desirable

Desirable

Essential

Desirable


	Interview/

App form

Interview/

App form

Interview/

App form

Interview/

App form



	
	
	

	Right first time service delivery
	Desirable 
	Interview/

App form



	
	
	


