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Role Profile for Housing Benefit Overpayments and Control Officer
Role Title: Housing Benefit Overpayments and Control Officer
Service: Revenues and Benefits
Location: Surrey Heath House, Knoll Road, Camberley, Surrey, GU15 3HD
Reporting To: Benefits Manager

Role Purpose
To take primary responsibility for processing, maintaining, monitoring and recovering Housing Benefit overpayments, managing the overpayment caseload and providing a professional, customer-focused recovery service.
To deliver Benefits control functions alongside overpayment recovery, including benefit system reports, weekly Housing Benefit payment runs, data validation and cleansing, statistical information and payment reconciliations. The post will build and maintain the knowledge and practical capability to provide effective cover for the Benefits Control Officer functions, as agreed with the Benefits Manager, supporting long-term service resilience. 
To work as part of a team providing an excellent customer-focused processing and information service, facilitating knowledge of and access to Housing Benefit and Council Tax Reduction, and providing advice and assistance with Universal Credit enquiries.

Main Duties and Accountabilities
Knowledge and Expertise
Housing Benefit Overpayment Recovery — Primary Focus
· Manage the Housing Benefit overpayment caseload, prioritising recovery activity and maintaining accurate records of outstanding debt and action taken.
· Issue Housing Benefit overpayment invoices using the NEC software system.
· Agree instalment arrangements with customers for outstanding invoiced Housing Benefit overpayments in accordance with current procedures.
· Monitor payment arrangements, contact customers who fail to maintain them, and issue reminder and default letters in accordance with current procedures.
· Trace debtors using internal systems, DWP Searchlight, external tracing agents and associated authorised online access.
· Where appropriate, refer outstanding Housing Benefit overpayments for recovery from DWP benefits through PDP, from earnings through Direct Earnings Attachments (DEA), or through other local authorities.
· Complete and process the monthly DWP income recovery schedule (PDP).
· Submit and process the monthly HBDS schedule and take the required follow-up action.
· Collate month-end figures for debtor reconciliation and prepare management information on outstanding Housing Benefit overpayments and recovery activity.
· Where required, take payments towards invoiced Housing Benefit overpayments using desktop access to the telephone payment line.
· Provide timely, courteous and professional responses to overpayment enquiries, obtaining the information needed to resolve queries and escalating matters where appropriate.
Benefits Control and Payment Administration
· Produce ad hoc and scheduled Benefits reports and ensure they are sent to designated officers for action and completion.
· Check system-produced reports, investigate discrepancies and amend data as necessary.
· Prepare, extract and collate statistical information for internal and external customers, including data for Freedom of Information requests.
· Undertake regular data validation, cleansing and housekeeping to maintain accurate Benefits system records.
· Amend discrepancies in Benefits system data identified through monthly DWP Data Matching Service reports.
· Assist and provide cover for the preparation and completion the weekly Housing Benefit payment run using the NEC software system.
· Collate month-end figures and check and balance General Ledger entries.
· Administer and monitor the Housing Benefit Award Accuracy Initiative (HBAAI) review scheme received from DWP.
· Amend discrepancies within the Benefits system identified through DWP Verify Earnings and Pensions (VEP).
· Support and assist the Benefits Manager with Annual Billing where required.
· Jointly administer DWP user authentication and access arrangements, including the EAS-R / Employee Authentication administration system, ensuring the security of tokens.
· Proactively review specific types of claims as required.
Compliance, Data Quality and Customer Service
· Work in accordance with national legislation, discretionary powers, Council standing orders, policies and standards of conduct.
· Maintain detailed understanding of safeguarding, risk assessment, information sharing, equalities and diversity, and health and safety policies.
· Keep up to date with government initiatives, Benefits legislation, working practices and associated systems.
· Recognise, prevent and minimise fraud using fraud-awareness knowledge and counter-fraud procedures. Act as the authority’s single point of contact for referrals of potential fraud to internal Corporate Enforcement or DWP Fraud and liaise accordingly.
· Provide a professional customer enquiry resolution service to Revenues and Benefits and other Council customers, taking responsibility for obtaining information to resolve queries and escalating where appropriate.
· Maintain accurate computerised records supporting the administration and payment of benefit applications, exercising discretion in relevant areas.

Creativity and Innovation
· To have a positive approach as part of a team providing a customer service.
· To assist the team in achieving all targets and performance indicators.
· To be a self-starter able to work with minimal supervision.
· Ability to effectively problem solve.
· Ability to create new and imaginative approaches to processes and systems.

Financial Accountability
· No budget-holding responsibility. Responsible for the accurate administration of Housing Benefit recovery, payment and reconciliation activity within agreed procedures and delegated authority.

Impact upon the Organisation & the Community
· To provide the service in accordance with the Council’s vision and core values.
· Ability to represent the Council in a professional manner including liaison with Benefit recipients, Council Taxpayers, members, and the public.
· Ensure that targets and deadlines are met within the agreed timescales.
· Understanding of the key objectives of the authority and service.

Management & Supervisory Responsibilities
· No management & supervisory responsibilities.

Initiative & Independent Action
· To have a positive approach as part of a team providing a customer service.
· To assist the team in achieving all targets, performance indicators.
· Ensure that targets and deadlines set are met within the agreed timescales.
· To be a self-starter able to work with minimal supervision.
· Ability to create new and imaginative approaches to processes and systems.
· To demonstrate flexibility and adaptability in the drive towards change and the improvement of processes.
· To develop and implement process improvements and encourage the use of technology to improve customer experience.
· To maintain a secure working environment at all times.

General
· Carry out other duties commensurate with the purpose and grade of the post as directed by the Benefits Manager.
· To effectively contribute towards providing and improving the level of service that Revenues and Benefits provide to all customers, agencies, and partner organisations.
· To be able to deal in a professional, courteous, and firm way with customers and external clients both on the phone, by letter, by e-mail or in person.
· Attend and participate in departmental meetings as required, supporting colleagues, and sharing information appropriately.
· To promote a culture within the Service which is supportive of the Council’s purpose, aims and values and to take all reasonable steps to maintain good employee relations.
· Participate in Council projects as and when necessary, e.g. involvement in service improvement or undertaking Customer satisfaction surveys and performance monitoring processes.
· Experience of assisting services in achieving their objectives.
· Understanding of the key objectives of the authority and service.
· Liaise with other professionals, establishing and maintaining effective working relationships with statutory and voluntary agencies to ensure a high standard of service.
· Understanding and commitment to promoting and implementing the Council’s Equal Opportunities policies.
· Represent the service at meetings with stakeholders as required.
· Demonstrate willingness to attend and participate in an intensive training programme followed by ongoing continuous professional development.  

Continuous Professional Development
· Maintain up-to-date knowledge of Housing Benefit, Council Tax Reduction and Universal Credit legislation and procedures, including Housing Benefit overpayment recovery and Benefits control processes.
· Ensure value for money and continuously improve performance.
· Contribute to one-to-one, peer and group supervision.
· Participate in structured cross-training, handover and ongoing refresher training to maintain competence across overpayment recovery and Benefits control functions, and support knowledge transfer to colleagues.

Customers and Contacts
Important Internal Relationships
· Benefits Manager and Benefits Control Officer.
· Revenues Manager / Recovery Team Leader.
· Revenue Officers / Benefit Assessment Officers.
· ICT.
· Housing Department.
· Family Support.
· Contact Centre.
· Finance Team.
· Offsite System Support (Reigate and Banstead).

Important External Relationships
· All customers contacting Surrey Heath Borough Council either as residents, businesses, or visitors.
· Benefit applicants within Surrey Heath Borough Council.
· Partner Organisations e.g. Citizens Advice, Printers, Landlords.
· Other Local Authorities.
· The Benefits Directory.
· Department for Work and Pensions (DWP).

Additional Requirements
· To continuously suggest/improve and/or update processes and procedures by digitalisation and streamlining with a view to maximising effectiveness, efficiency and to enable data sharing.

· To work collaboratively with colleagues in accordance with our corporate values and policies to achieve the Council aims and objectives.

· Ability to work from home if required, with access to reliable fast broadband connectivity.

· No contra-indications in personal background or criminal record indicating unsuitability in this role.

· Legally entitled to work in the UK.

· Ability to participate in the Council’s out of hours Civil Emergency arrangements. 

· Carries out any other duties commensurate with the grade of this post as is required of the Council. 


· 

Housing Benefit Overpayments and Control Officer - Person Specification

Qualifications and Training
	Criteria
	Essential or Desirable
	Application,
Interview or
Assessment

	Numerate/literate to GCSE Maths and English or other appropriate subjects (or equivalent).
	E
	Application

	Qualified Member of the Institute of Revenues Rating and Valuation or appropriate qualification, i.e. Level 3 or higher as a Revenues and Benefits Practitioner.
	E
	Application

	Detailed understanding of Housing Benefit legislation and statutory requirements, including overpayment recovery and the control requirements supporting accurate benefit administration.
	E
	Application

	Excellent IT skills, including MS Office, Revenues systems, document management systems.
	E
	Application

	Excellent written and verbal communications.
	E
	Interview



Knowledge and Experience
	Criteria
	Essential or Desirable
	Application,
Interview or
Assessment

	Experience of working on an extensive and varied workload at a high level with a proven track record of success.
	E
	Application and Interview

	Understanding of local government and the financial, legal and public-service context relevant to Housing Benefit overpayment recovery and Benefits control.
	E
	Application/Interview

	Experience of Benefits control activity, including system reporting, payment runs, reconciliations, data validation and DWP data-matching work.
	D
	Application/Interview

	Experience of managing a Housing Benefit and Council Tax Reduction caseload.
	E
	Application



Skills and Relations with People
	Criteria
	Essential or Desirable
	Application,
Interview or
Assessment

	Experience of working in a Revenues & Benefits environment.
	E
	Application

	Professional and credible approach that builds the confidence of customers, members, colleagues, external partners and other stakeholders.
	E
	Application/Interview

	Ability to support colleagues, share knowledge and contribute positively to change and service improvement.
	E
	Interview/Assessment

	Skills in negotiation.
	E
	Interview/Assessment



Creativity and Innovation
	Criteria
	Essential or Desirable
	Application,
Interview or
Assessment

	Able to analyse complex data and reach logical conclusions.
	E
	Application/Interview/Assessment


Financial Accountability
	Criteria
	Essential or Desirable
	Application,
Interview or
Assessment

	Experience of banking procedures in respect of Housing Benefit, Discretionary Housing Payment, and Government initiative payments.
	D
	Application/Interview

	Ability to administer Housing Benefit payments and recovery accurately and reconcile financial records within agreed procedures and delegated authority.
	E
	Application/Interview

	Experience in the administration, decision-making and application of Discretionary Housing Payment awards.
	D
	Application/Interview



Impact upon the Organisation and the Community
	Criteria
	Essential or Desirable
	Application,
Interview or
Assessment

	A full understanding of the impact of Housing Benefits and Council Tax Reduction in respect of low incomes households within the Borough.
	E
	Interview/Assessment

	Experience of successfully managing a Housing Benefit overpayment caseload, including payment arrangements, monitoring and recovery action.
	E
	Application

	Experience of working with customers and external partners to show a proven track record of successful recovery of Housing Benefit Overpayment debt.
	D
	Interview

	Encourage the use of technology to improve the service and customer experience.
	E
	Interview/Assessment

	Experience of working with customers and external partners in the successful management of a Discretionary Housing Payment budget.
	D
	Interview



Management and Supervisory Responsibilities
	Criteria
	Essential or Desirable
	Application,
Interview or
Assessment

	Ability to provide operational cover and undertake delegated responsibilities in accordance with Council procedures, recognising the limits of authority and when to escalate to the Benefits Manager.
	D
	Interview

	Ensure compliance with Health and Safety at work, Data Protection, and other statutory requirements.
	E
	Application



Initiative and Independent Action
	Criteria
	Essential or Desirable
	Application,
Interview or
Assessment

	Ability to recognise and use relevant IT developments to improve efficiency and service delivery.
	E
	Interview

	To be a self-starter able to work with minimal supervision.
	E
	Interview

	Ability to create new and imaginative approaches to processes and systems.
	E
	Interview

	Ability and commitment to develop and maintain competence across Benefits control functions, undertake structured handover and cross-training, document procedures and share knowledge to support service continuity and succession.
	E
	Application/Interview



Additional Requirements
	Criteria
	Essential or Desirable
	Application,
Interview or
Assessment

	Knowledge and experience of using IT systems.
	E
	Application

	To undertake any other temporary responsibilities aligned with the overall purpose and grade of the role.
	E
	Interview/Assessment



Safer Recruitment & DBS Requirements
· Our organisation is committed to safeguarding and promoting the welfare of children, young people and vulnerable adults, and expects all staff to share this commitment.
· Standard Check.
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