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ROLE DESCRIPTION

	JOB TITLE
	POST NUMBER

	Enquiry Officer
	N6027, N6059

	DIRECTORATE
	LOCATION

	Customer, Digital, Revenues & Benefits
	Hailsham

	GRADE
	OTHER ALLOWANCES

	WDC4
	Essential Car Allowance

	KEY WORKING RELATIONSHIPS
	INTERNAL/EXTERNAL

	JE Criteria G Relationships: This factor takes account of the degree of people contact in the context of internal/external, the level and the nature.
	Chief Executive, Cabinet Portfolio Holder, Director of Community, Customer Service and Revenues & Benefits, Head of Revenues and Benefits, Officers of the Customer Services, Revenues staff, Planning Officers and staff of other departments.
Members of the public, business and commercial organisations and their agents.  Staff of other Local Authorities, bodies or organisations, Court Staff, Corporate Officers, Sole Traders and Business Owners, Police, Valuation Office and other third parties as required.


	STATUTORY RESPONSIBILITIES/LEVEL OF ACCOUNTABILITY

	JE Criteria D Accountability: The level of accountability is related to what extent the job holder is answerable for their actions and the consequences. It is important to recognise the difference between responsibility and accountability

	Requirement to use specialised systems operating within the policies and regulations of the role. This post is directly linked to the Council’s financial income where the post holder needs to exercise their own judgement in many varied situations including the entering of both residential and commercial premises, to assess liabilities, reliefs & discounts. 
Failure to make accurate assessments will potentially have an impact on the customer’s health & wellbeing. Also affected could be the Council’s finances and reputation.
The post holder is responsible for dynamic risk assessments before and during inspections, failure to do this will pose a risk to their safety.


	DECISION MAKING AUTHORITY (INDEPENDENCE)

	What actions can I take independently? 
· The post holder must be able to work on their own, planning and managing their own workload and visits, ensuring the most efficient use of time and managing risk and stressful situations out in the field. 

When do I need to involve others? 
· Joint visits with Planning Enforcement if investigations are ongoing
· Any training needed and assisting with training if needed 
· Advice from colleagues or help from other team members 


	JOB PURPOSE (COMPLEXITY)

	Why does this job exist?
The Revenues team enquiry officer jobs exist to bring in Revenue for the Council. It ensures that properties are brought into banding in a timely manner, and that Businesses are brought into the Ratings lists for billing. 
To issue Completion Notices for properties following development, to undertake visits to sites when required and to identify new developments within the area to monitor completion. 

How does it contribute to the Council overall?
The Revenue Service is responsible for the collection of Council Tax and Non-Domestic Rates. 
What we do:
· Bill, Collect and Enforce Council Tax and Non-Domestic Rates
· Ensure accurate records of Business Rates and Council tax lists
Protect the public purse through the prevention and detection of fraud and              irregularity.
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ROLE RESPONSIBILITIES 

	What are the most important things I will be doing? 
To be part of a small, specialised team responsible for maximising the Council Income by identifying dwellings and hereditaments which are absent from the rating lists and tax base. 

To visit and inspect properties and conduct interviews to obtain and verify information of both commercial and domestic properties to ensure the Council maintains timely and accurate records.



	What other activities will I be responsible for?  
· To carry out on-site and virtual visits to occupied & unoccupied Domestic and Non-Domestic Properties to establish correct liability, discounts, reliefs or exemptions is applicable for individual cases.

· Monitor, investigate and inspect new properties, issuing completion notices in a timely manner to support council finances and tax base.  

· Report outcome of visits and undertake follow up action as required. 

· Be fraud aware and combat rate avoidance schemes through investigation, joint visits with Planning Enforcement and repeat visits, referring for further investigation where required.  

· Act as a witness to support tribunal and liability order hearings providing factual reports to the Valuation Office and evidence to the Valuation Tribunal in respect of appeals.

· Receive information from other departments relating to new properties and alterations under construction and action accordingly.

· Assist with the development and implementation of new working methods and systems.

· Organise workload and plan visits to ensure the most cost-effective and efficient use of time, whilst having due regard to personal safety lone working.

· To maintain an accurate record of all visits, including mileage and other information as required.

· Support and assist in the training of less experienced Enquiry Officers by providing advice and guidance on customer queries that they cannot resolve themselves

· To coordinate information and network meetings across multiple districts for Enquiry Officers to share best practice

· Special tasks delegated by the Revenues and Benefits Manager commensurate with the grade of the post.

· To ensure excellent customer care by a flexible approach that demonstrates empathy, tries to resolve the customer's issues, recognise welfare issues and keeping the customer informed of progress. 

· To abide by the Council's Local Taxation Service Standards, Policies and Procedures.

· To ensure data quality standards are maintained by ensuring all data is processed accurately and in a timely manner.

· To comply with the requirements of Data Protection legislation and ensure the secure processing and storage of customer's personal data.

· To abide by the Council’s Equal Opportunity Policy Statement which makes commitment to promote equal opportunities and race equality in Wealden.

· To act in accordance with the Council’s health and safety policy to take reasonable care for your own health and safety and that of others who may be affected by your work activity. 

· To undertake such other activities as may be decided by the Council or the Head of Service commensurate with the level of the post. 

Special Conditions: 

· Additional work outside of normal office hours may be required from time to time.

· The salary is inclusive of all other enhancements for work outside of normal office hours, no other additions to salary will be payable. The exception being overtime that is previously approved by the Team Leader.

· Essential user car status – current full licence and own transport

· DBS check required 



	Will I be managing others?  NO

	Who do I report into?  Revenues Team Leader & Revenues and Benefits Manager





	PROGRESSION & DEVELOPMENT 

	What are the development opportunities for me?
The Council will provide opportunities for training and development.

Opportunities include continual professional development to maintain expert revenues knowledge and competency. Training to gain personal skills aiding professional development and improving career progression possibilities.



	How will I know I am being successful in this role?

Probational period 4, 8, 12, 24 weeks 
You’ll succeed in this role by delivering clear, accurate and timely responses to both customers and colleagues, ensuring a positive experience every time. You’ll work within all relevant legislation and policies, keeping records and decisions precise. 

Meeting agreed service levels for response times and quality will be key, along with supporting team goals through collaboration and knowledge sharing. 

You will also look for ways to streamline processes and enhance the customer journey and you’ll spend time out in the district carrying out visits to support customers and verify information.



	What is the required learning for me in this role?

Boxphish 
Mandatory Learning modules on WDC learning pool 
Cyber Security
Data Protection
Legislation Updates






This is an outline job description designed to summarise the key responsibilities of the role and is not intended to cover every task that may be required.  It may be subject to change to meet the evolving needs of the organisation. 

	
Additional Role Requirements

	Standards of  Conduct
	You will be required to comply with the Council’s Standing Orders and Standing Financial Instructions, and at all times deal honestly with the Council, Members, Colleagues and all those who have dealings with the Council, including customers and suppliers.
You must behave with integrity, act lawfully and demonstrate a strong commitment to ethical values. 

To positively demonstrate the Wealden values yourself and to continue to build the culture of the Wealden values through the appointment, management, appraisal and development of staff (as well as third party providers).

	Health & Safety/Risk Management
	Wealden District Council’s Health & Safety Policy and other safety procedures and guidelines are deemed part of this job description.  Employees must look after their own health, safety and welfare and be mindful of other persons who may be affected by their acts. Employees must co‑operate and comply with management instructions regarding H&S issues and report all accidents, incidents and problems to their supervisor, manager or other senior members of staff, in line with the H&S policies.

You will need to be compliant with the Council’s risk management policies and procedures. These describe the Council’s commitment to risk management, the recognition that our aim is to protect colleagues and visitors from harm, and stress that all colleagues have a responsibility to minimise risk. 

	Governance Standards
	Comply with the relevant governance standards applicable to the Council as communicated to the post-holder from time to time. 

	Data Protection
	To comply with Council Policies and the Data Protection Act in all respects, with particular relevance to the protection and use of staff and customer information. 

	Confidentiality
	Council colleagues are required to ensure that information about customers and staff is safeguarded to maintain confidentiality and is kept securely in accordance with General Data Protection Regulations (GDPR), Data Protection Act 2018 (DPA18). The Council’s Data Security and Protection policy ICT policies provide guidance on how this can be achieved. 

	Communication
	To encourage innovation and positive challenge through effective involvement, motivation and communication with Officers, Members, Partners and other Stakeholders, actively promoting the Council’s reputation and image as an employer of choice.


	Digital/
Records Management



	To direct the identification, development and implementation of digital and other systems and procedures which are aligned to the Council’s Drive to Digital Strategy and are shaped to reflect our customers’ and stakeholders’ needs.

To maintain Council customer and staff records (both paper and electronic) in accordance with Council policies. 

	Freedom of
Information
	To provide advice and assistance to all persons who propose to make, or have made requests for information, and to ensure all requests for information are managed appropriately in accordance with Council Freedom of Information procedures. 

	Security
	To comply with Council policies to ensure there is a safe and secure environment that protects Members, staff and visitors and their property, and the physical assets and the information of the organisation. 

	Other duties
	Participate in such non-routine duties as elections and Emergency Planning as directed by the Chief Executive to include, where appropriate, the setup of a Rest Centre.

	Freedom to Speak Up
(Whistleblowing)
	You have responsibility for customer and staff welfare and should raise any concerns relating to a breach of Council policies and procedures with your manager or refer to HR for alternative options. 

	Environmental Impact
	You will ensure compliance with the Council’s environmental management policies and procedures. These describe the Council’s commitment to climate change and carbon management, the recognition that our aim is to protect the environment and the use of natural resources that all staff have a responsibility towards. 

	Performance review
	This Job Description will be used as a basis for individual performance review between you and your line manager. 
The Job Description covers only the key result areas and, as such, does not intend to provide a comprehensive list of objectives. Specific objectives will be reviewed each April and may develop to meet the changing needs of the service. You will need to take due account, in the way they achieve the key result areas, of Council policies and procedures. 

	Equality and Diversity
	To take responsibility and comply with the Council’s Equal Opportunities policy (which makes a commitment to promote equal opportunities and  equality of all protected characteristics in Wealden), Officers’ Code of Conduct, Data Protection and other relevant policies, procedures and legislation, to ensure these are embedded and applied throughout the service in both service provision and employment issues.




POST NO: 

	PERSON SPECIFICATION


	CRITERIA
	ATTRIBUTES
	ESSENTIAL 
	DESIRABLE
	ASSESSED BY
Application Form / Interview / Practical Assessment

	Knowledge & Experience
	Experience working in a revenues section or in an equivalent financial office environment, including using a computer to input sensitive information
	
	
	

	
	Dealing with customers and/ or members of the public

	
	
	

	
	Visiting and interviewing customers in their homes or business premises
	
	
	

	
	An understanding of the principles of local taxation
	
	
	

	Skills
	Non-judgmental approach to people's circumstances and situations
	
	
	

	
	Friendly personality, enjoys meeting the public and dealing with enquiries
	
	
	

	
	Can communicate effectively using a ranges of methods and tools

	
	
	

	
	Understands the ways in which customers want the service delivered

	
	
	

	
	Understands Data Protection issues and Freedom of Information issues
	
	
	

	
	Has appropriate ICT skills including experience in using Microsoft Office products
	
	
	

	
	Understands that all types of customer contact merit excellent service provision
	
	
	

	
	Provides a high quality customer-focused service
	
	
	

	Qualifications/
Education

	GCSE Maths and English Grade C or 4 (or equivalent) or can demonstrate equivalent skills through work experience
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OUR VALUES
WORK We work together:

One organisation One district

TOGETHER One team One five-star customer service

We show empathy:
Connection Consultation
Understanding Listening

We are ambitious:
Purposeful Resourceful
Enterprising Innovative

7" (K) AmBimious

We show leadership:
Accountability Embracing change
Flexibility Leading by example

We deliver:
Planning Meeting deadlines
Communication Achievement
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