
JOB DESCRIPTION
	JOB TITLE:
	Revenues and Benefits Manager

	DIRECTORATE:
	Resources Directorate

	UNIT:
	Finance, Revenues and Benefits

	GRADE:
	4

	RESPONSIBLE TO:

	Assistant Director - Finance

	RESPONSIBLE FOR:
	Direct Reports - 3
Principal Benefits Officer
Principal Revenues and Benefits Officer

Principal Revenues Officer

Indirect Reports - 21


MAIN PURPOSE OF JOB:

1. To be responsible for the efficient and effective operational management, service delivery and quality provision of all revenues and benefits services including the collection of local taxation (council tax and business rates), assessment of housing benefit and council tax support claims, complaints and appeals, recovery of tax arrears and benefits overpayments, representing the council at court and tribunals and the completion and submission of all government and other returns relating to revenues and benefits including the benefits subsidy claim.
2. To lead, direct and undertake the day to day management of the Revenues and Benefits teams.
3. To be responsible for the preparation, completion and submission of all government returns across Revenues and Benefits on behalf of the council within the set timescales. 
4. To produce top quality reports on behalf of the Assistant Director - Finance for member decision.
5. To be responsible for setting and reporting the council’s Performance Indicator targets in relation to revenues collection and benefit claims processing and ensuring their delivery through planning, prioritising and organising the work of the Revenues and Benefits teams and initiating new working practices/procedures.

6. To manage and carry overall responsibility for the revenues and benefits system (Civica Open Revenues) ensuring that integrity and adequate controls are maintained at all times and to manage the improvement and development of the system ensuring that full functionality is utilised and maximum efficiencies are delivered.
7. To be responsible for personal data held in both hard copy and electronically and to ensure that data is held and shared in full compliance with current legislation and guidance e.g. GDPR and PSN.

8. To be the council’s expert on revenues and benefits legislation and practice and provide expert technical advice at all levels across the council, researching, advising and reporting on the implications of said legislation and policy and to support the Assistant Director - Finance in providing high quality strategic and financial advice and support to members and senior officers.

9. To work closely with the Assistant Director - Finance on the strategic and operational development of the Revenues and Benefits service ensuring that the service remains up to date, customer focused and sufficiently flexible to be able to adapt to the changing environment, e.g. the roll out of Universal Credit, and undertake specific projects as designated, leading on change management projects, such as transformational IT initiatives, enhancing the customer experience (e.g. e-forms, e-billing). 

10. To be a member of the Finance, Revenues and Benefits Management Team contributing to the overall management and strategic development of the department and to deputise for the Assistant Director - Finance in their absence and take decisions for the department as required.
MAIN DUTIES:   

MANAGERIAL DUTIES

1. To be responsible for the operational activities of the Revenues and Benefits service to deliver high quality services ensuring that all the work is completed accurately and in a timely manner. This includes full managerial responsibility for the Revenues and Benefits staff including selection, training, development and performance management and the setting of SMART objectives.

2. To provide guidance and direction to the Principal Officers and provide technical advice on cases of a more complex nature.

3. To ensure that the operation of services within the section complies with relevant legislation, local government requirements and Hertsmere Borough Council’s policies, including Health and Safety, Equal Opportunities and Value for Money. To assist the Assistant Director - Finance in these matters for the whole service group.
4. To identify, evaluate, monitor and report on risks within the service to ensure that service objectives are achieved.
5. To safeguard children, young people and adults at risk and make referrals to the appropriate agency. To train and supervise staff to enable them to respond to the safeguarding needs of service users.
STRATEGIC DUTIES
1. To remain up to date technically, legislatively, organisationally and professionally. To maintain an up-to-date knowledge of all relevant legislation and guidance and to ensure that Revenues, Benefits and other relevant staff are informed of all changes. To identify the impact of any changes to the service and to ensure that procedures and policies are updated as necessary and that effective change management is undertaken.

2. To work closely with the Assistant Director - Finance in ensuring the strategic development of the service and lead on initiatives to improve the procedures, identify resource requirements and allocation of duties to meet the changing needs of the service and to be responsible for policy reviews in line with legislative changes and in response to local conditions.

3. To be responsible for the management of significant projects within the section in response to organisational requirements, legislative requirements and service transformation.

4. To be innovative and identify opportunities for new methods of service delivery using the latest technology and ensuring that the Revenues and Benefits section has in place proper, up to date, information systems and procedures that enhance the customer experience and meet our customer expectations.

5. To deputise for the Assistant Director - Finance in their absence and take decisions as required including attending Chief Officer, Senior Leadership and Member meetings as directed and to represent the Council at external meetings and events as required. 
6. To ensure that other departments in the organisation in particular Customer Services and Housing are kept informed and up to date about any changes and developments to the service.
7. Work and liaise with internal and external auditors and provide information to them in a timely manner and support them to be able to properly undertake their audit responsibilities.

REVENUES
1. To continuously strive to further develop the Revenues service and to maximise collection rates. To constantly monitor council tax and business rates collection and recovery to ensure that resources are directed to the areas of greatest need. This includes monitoring the level of debt and managing the write off process on uncollectable debt.

2. To be responsible for Hertsmere’s policy on discretionary reliefs and to ensure that the policy remains up to date and that awards are made in accordance with the policy and relevant legislation.

3. To regularly monitor and report on the performance and status of collection and recovery rates relating to the current and previous financial years and promptly manage poor performance.
4. To ensure that proper processes are in place to prevent and detect fraud and corruption and work closely with the Shared Anti-Fraud Service (SAFS) to fully investigate and support the prosecution of those who have committed fraud.

5. To be responsible for the production of statistics for use by the council, external bodies (such as IRRV and CIPFA) and in response to Central Government including the completion and submission of returns such as CTB1, QRC4, NNDR1 and NNDR3. In particular to produce figures relating to revenue collected and an analysis of figures to facilitate an understanding of the tax base and the level of the council tax each year.
6. To be responsible for the periodic and annual accounting control exercises and to ensure that sufficient members of the team are properly trained to ensure future resilience.
7. To ensure that the council use all appropriate methods to maximise the collection of business rates, identifying new or changed liabilities quickly through efficient and effective investigation and inspection regime and by taking appropriate action to ensure all liabilities are included in the rating list and to collect all revenues due.
8. To represent the council at Court and Tribunals and liaise with all relevant outside bodies and agencies as appropriate on matters related to revenue collection, debt recovery and enforcement.

BENEFITS
1. To be responsible for Hertsmere’s policy on discretionary housing payments and to ensure that the policy remains up to date and that awards are made in accordance with the policy and relevant legislation.

2. To manage and direct the benefit overpayments function, ensuring that effective recovery action is in place and ongoing for all debts and to implement initiatives to prevent housing benefit overpayment.
3. To ensure that proper processes are in place to prevent and detect fraud and corruption and work closely with the Shared Anti-Fraud Service (SAFS) to fully investigate and support the prosecution of those who have committed fraud.
4. To ensure the regular review and update of benefits procedures and guidance to ensure the service achieves quality performance standards and ensure the production of regular performance and workload reports for senior management and members.
5. To be responsible for maximising the benefit subsidy from the DWP and the completion of the relevant claim forms and government returns in accordance with their instructions and timetable and to regularly report on the expected subsidy and level of assessment claims.
6. To ensure that the benefits appeals process is properly managed and that the council is suitably represented at court and in tribunals and that appeal submissions are appropriate and submitted in accordance with the required process.
NOTES

This list of duties is not exclusive or exhaustive and the post holder may be requested to perform other duties commensurate with his/her grade and capabilities.

This list of duties will be reviewed with the post holder on a regular basis.  The post holder will be kept fully aware of emerging changes in requirements and will be expected to be flexible in their approach to work reflecting the council’s requirement to work in partnership across the organisation.
PERSON SPECIFICATION
	Criteria
	Essential / Desirable
	Method of Assessment

A
-
Application

I
-
Interview

T
-
Test

D
-
Documentary

Evidence
Complete all sections below as appropriate

	Qualifications & Training
	· Fully qualified member of the Institute of Revenues, Rating and Valuation (IRRV) or extensive management experience within Revenues and Benefits
· A formal management qualification
	E
D
	A/D

	Experience


	· Relevant post qualification experience or extensive management experience within Revenues and Benefits
· In depth experience of Revenues and/or Benefits, experience of both is highly desirable
· A significant level of practical professional and management experience at a senior level
	E

E

E
	A/D

	Knowledge

	· An in-depth working knowledge of both revenues and benefits gained at a senior level, including an excellent understanding of all relevant legislation
· Knowledge and awareness of the needs of vulnerable people

· A good working knowledge of revenues and benefits systems preferably Civica Open Revenues

· Knowledge of the political & democratic context in which the council operates, experience & knowledge of developing policy.
· Knowledge and understanding of Data Protection principles and ability to implement GDPR and ensure PSN compliance
	E

E

E

E

E
	A/I/T


	Competences
	Customer Focus

· Able to effectively liaise with customers, colleagues, outside bodies and councillors, in writing, by telephone and face to face

· Able to deal tactfully with customers and to deal with complex issues in a sensitive manner and maintain confidentiality

Outcome Driven

· Able to demonstrate excellent time management in a high demand / busy environment

· Assesses and handles risk effectively

· Able to prioritise and meet statutory, organisational and customer driven deadlines

Organisational Focus

· Ability to work collegiately and corporately with colleagues, outward looking and willing to work across organisational boundaries to get the right results for customers.

Problem Solving & Decision Making

· Demonstrates initiative and uses good judgment 

· Able to identify potential problems, find solutions, deliver system improvements and implement change effectively

Change & Adaptability

· Takes a positive attitude towards and promotes change within the organisation

· Able to lead change programmes, managing colleagues and external bodies to ensure minimal disruption to service delivery while delivering maximum outcome


	E

E

E

E

E

E

E

E

E

E


	A/I

	Skills & Abilities
	Communication

· Excellent communications and interpersonal skills with the ability to maintain effective relationships with colleagues, customers, outside bodies and councillors and external stakeholders at all levels.

· Excellent written and oral communicator with proven experience in report writing.
· Able to present information to members and officers at all levels.
· The ability to negotiate contracts for services such as IT system suppliers
Management

· Experience of managing staff and an ability to promote professional development
· Ability to manage organisational change in the group, within the framework of corporate strategy

· A significant level of practical management experience

· Service planning and project management experience

Team Working

· Able to build effective, supportive working relationships

· Demonstrates a flexible approach to work

· Contributes positively within a team environment and assists other team members

Quality of Work

· Strives to produce work of a high quality which demonstrates accuracy, and with a good attention to detail

IT/Technical Skills

· High degree of computer knowledge and experience. Able to learn new technologies and techniques.

· High degree of Financial Systems knowledge, its role and impact within an organisation

Research & Analytical Skills

· Able to investigate and research revenues, benefits and other legislation required for the role in order to maintain own knowledge and that of others.

· Able to undertake statistical analysis and research and re-present information in a suitable format to aid decision making
· Able to analyse and present complex information to others in an easy to understand manner, including the preparation of reports for senior management and members meetings that have clear recommendations supported by clear background information.
	E

E

E
E
E

E
E
D
E

E

E

E

E

E

E

E

E
	A/I

	Other Requirements
	· Willingness to work outside normal office hours when required to ensure deadlines are met and a high quality service delivered

· Represent the Service at committee,  senior management and other internal meetings 

· Willingness to attend external user groups and other off site meetings relating to the role.

· Ability to implement equal opportunities in employment and service delivery
· Driving licence and access to a vehicle for work purposes
	E

E

E

E
D
	A/I



COMPLEXITY AND CREATIVITY

The postholder is strategically and operationally responsible for the delivery of the Revenues and Benefits Service. This involves a variety of areas including council tax, business rates, housing benefit, council tax support, discretionary housing payments and debt recovery.  
The postholder is responsible for the collection of significant levels of income, and the payment of significant sums in benefits annually.

The post holder should have a detailed knowledge and experience of relevant legislation relating to revenues and benefits with each element of the different services being quite distinct from one another with different sections of legislation covering each of council tax, business rates, housing benefits and council tax support. The post holder must therefore have an in-depth knowledge of all relevant legislation and be able to interpret and apply these operationally.
Staff directly reporting to the post holder must also be fully trained in all aspects of the legislation as it relates to their areas as well as having a good understanding of all relevant legislation in order to ensure compliance. The post holder will require problem solving ability with regard to issues which arise from new legislation, new procedures and complex accounts. He/she must manage and provide advice on the most complex cases.
Analysis of statistics is vital and must be both accurate and well informed. The post holder must be able to explain the implication of this analysis to members and senior officers.

The post holder is also expected to liaise with other departments, auditors, government departments and other outside agencies as appropriate, which can demand an element of creativity in linking together complex pieces of data, particularly with the more complex cases the post holder is expected to deal with. The post holder will also need to respond to the more serious complaints and requests for information, whilst also ensuring compliance with data protection legislation, guidance and practice (GDPR, PSN).
As a senior member of staff in the Unit the post holder will require a creative and imaginative approach to design and management of new procedures. In particular the introduction of new technology will require introduction on new ways of working. The post holder will be responsible for maximising collection of revenue for the council. This will require an innovative approach to collection campaigns and exploration of the potential of IT systems.
JUDGEMENT AND DECISIONS

The post holder is expected to support the principal officers but where required will need to step in to make judgements and take decisions on the most complex cases and decide on the appropriate action taken for example to initiate legal proceedings or grant an exemption.   He/she must create policy for the section and then determine cases where discretion is allowed.

When making decisions and setting objectives he/she will need to take account of the legislative and political context in which local government operates and make assessment of and implement legislation changes as required.
The advice given to members and officers and actions of the post holder will affect the services they provide and have a direct impact on the local community. The post holder is responsible for providing services to some of the most vulnerable in society with a current caseload for benefits of around 6,500. The post holder will also frequently be required to deal with angry and agitated residents in the most difficult cases and will be expected to represent the council in court. Decision making must be fully considered and will quite often be very difficult and sensitive. Poor judgement could have ramifications for some of the most vulnerable people as well as impacting on the reputation of the Council.
The post holder will also be responsible for negotiating various contracts for services in respect of license agreements with local courts and neighbouring authorities for court costs, agreements with bailiff agencies, contracts with software suppliers for support and upgrade packages and for services such as Single Person Discount (lead on county wide contract negotiation on behalf of Revenue Managers Group) and Empty Homes Review.
The post holder will have responsibility for the creation of policy within the revenues section, which must comply with government directives, and must therefore interpret and implement those directives with some discretion.
The post holder is responsible for the prevention and detection of fraud and must work with discretion on such matters as well as working closely and expediently with fraud investigators and senior managers.
CONTACTS (INTERNAL 50% EXTERNAL 50%)

The post holder will be responsible for providing essential services to some of the most vulnerable members of our society and will be required to deal with difficult customers on a regular basis. For example between May and December each year approximately 5,000 summonses are sent out as part of the recovery and enforcement process and recipients are often anxious, angry and hostile and will be insist on referral to a senior officer.

INTERNAL:

Chief Officers, Senior Leadership Team, Elected Members, Service Managers, Finance Officers, ICT officers, other staff at all levels 

EXTERNAL:
External Audit, Internal Audit, Shared Anti-Fraud Service, Valuation Office Agency, DWP & Department of Employment, Other Local Authorities, Ministry for Housing, Communities and Local Government and MP’s, Landlords, General Public, Council Tax/NNDR payers, Benefit claimants and their representatives, Police, Courts, Software suppliers.
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