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	POST:
	Payment & Collections Assistant (Band 3)

	LOCATION:
	Agile Worker

	REPORTING TO:
	Finance Team Manager

	ACCOUNTABLE TO:
	Head of Service (Client Finance, Systems & Performance)




JOB PURPOSE


The Payment and Collections Assistant supports the finance team by ensuring the accurate collection of social care income and the effective checking, preparation and issuing of invoices and payments to providers and service users. The role requires strong organisational skills to manage and prioritise workloads on a weekly basis.

The postholder will be expected to communicate with a wide range of stakeholders, including service users, family members, care providers, and legal representatives, both by telephone and in writing, responding professionally to a diverse range of needs and enquiries. The role also involves working across multiple internal systems to carry out financial checks and provide effective support to the wider finance team.


Key Responsibilities;

Payment to Providers
· Make contractual payments to providers within agreed timescales and relevant intervals. 
· Work closely with providers to build positive working relationships and strong communication links. 
· Chase providers for unallocated invoices. 
· Liase with social work managers and social work admin to resolve any internal/external queries. 

Collection of Income 
· Calculate standing order payments and make any financial adjustments necessary i.e. refund overpayments or invoice for shortfalls. 
· Advising clients on payment options available and assist those with general social care finance matters. 

Debt Recovery
· Monitoring debts relating to adult social care using a variety of internal systems. 
· Maintain and monitor a new client list, preventing debt from accruing where possible. This will involve following processes and working on your initiative to resolve cases. 
· Engaging with External providers via various methods to resolve debt and obtain payment. 
· Support the finance team to set up payment plan agreements, monitor ongoing payments, and refer for further recovery if needed. 
· Setting up direct debits for payment of adult social care services ensuring the direct debit guarantee rules are adhered to. 
· Complete write off processes as and when required which will involve liaising with service users, other professional and completing relevant documents. 
· Engaging with External solicitors in relation to payments that are due for social care. 
· Support the Debt recovery Officer in chasing the property paperwork required
· Monitor Deferred Payment Accounts linked to a legal charge. 
· Setting up direct debits for payment of adult social care services ensuring the direct debit guarantee rules are adhered to. 

General Duties
· Support and train other team members when required. 
· Support and advise the social workers in relation to adult social care finance matters
· Manage phone calls and Emails  
· Undertake general office/administration duties.
· Be aware of and adhere to best practise. 


SKILLS
In order to undertake this role, you will need to:-

· Well-developed communication skills. 
· Use negotiation skills in order to obtain the best position for the individual and the organisation. 
· Use your professional judgement and analytical skills will be required in order to meet the demands of this role.
· Have excellent IT skills including a good working knowledge of spreadsheets, word processing, email systems, and internal systems will be required.
· Confidence in your ability to complete forms accurately. 
· Work mainly unsupervised within an agreed framework and within a complex, contentious, sensitive and confidential environment.  
· Exercise professional judgement in routine and complex cases, requiring interpretation of a range of legislation, guidance and procedures to inform decision making from a range of options.
· Perform standard mathematical functions and complex calculations accurately.
· Analyse and interpret information to ensure that the organisation complies with legislation and national standards, identifying areas for improvement and development, advising senior management where appropriate.
· Be able to create and maintain excellent working relationships. 
· Be able to manage your own workload effectively and switch from one area of work to another throughout the day
· 


Guidance:   Progression is usually considered for Payment and collection assistants within Focus Finance who have completed qualifying activity with the role.  However, relevant pre-qualifying experience will also be considered and explored and where appropriate can be used to contribute to the progression.

Examples of relevant and appropriate pre-qualifying experience:  Payment to providers, good knowledge and confidence within the internal computer system, previous customer service experience. 

PERSONAL RESPONSIBILITIES 

As well as the departmental rules and procedures, which you are required to observe and follow, focus has developed a number of general policies and procedures that apply to your employment.

Whilst focus recognises specific responsibilities fall upon management, it is also the duty of all employees to accept personal responsibility for the practical application of these policies, procedures and standards.  You should familiarise yourself with these, and ensure that you understand and adhere to them.

Particular attention is drawn to:-

Health and Safety
Under the Health & Safety at Work Act 1974 it is the responsibility of individual employees at every level to take care of their own health and safety at work and that of others who may be affected by their acts at work.  This includes co-operating with management in complying with health and safety obligations, particularly by reporting promptly any defects, risks or potential hazards.

Fire Procedure
The post holder must adhere to the focus Fire Policy, including training attendance.

Equal Opportunities
Focus has policies covering Equal Opportunities and Harassment.  The aim is to ensure that no colleagues, potential employees, patients/clients are harassed, or receive less favourable treatment on the grounds of disability, age, sex, sexual orientation, marital status, race, colour, religion or ethnic/national origin.

Security and Confidentiality
The post holder must adhere to a range of policies, procedures and legislations relevant to security and confidentiality, these include:

· Data Protection Act 2018 and UK GDPR
· Copyright, Designs and Patents Act 1988
· Access to Health Records Act 1990
· Computer Misuse Act 1990
· BS7799 (Information Governance)
· Caldicott
· Document and Records Management
· Mental Health Act

Additionally, all staff are required to attend an annual briefing on Information Governance and Security.

You are required to keep all client information confidential unless disclosure is expressly authorised by your employer. Misuse of or a failure to properly safeguard confidential data will be regarded as a disciplinary offence. 

This job description reflects the current main organisational priorities for the post.  In the context of rapid change taking place within the Health /Social care, these priorities will develop and change in consultation with the postholder in line with service business needs and priorities.
Specific objectives for the postholder will be regularly agreed and reviewed as part of an individual performance process.
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PERSON SPECIFICATION

	ESSENTIAL CRITERIA
	DESIRABLE CRITERIA
	HOW TESTED

	EDUCATION / QUALIFICATIONS

	· English GCSE grade A-C or equivalent
· Maths GCSE grade A-C or equivalent
Or
· Relevant experience within an office/customer care environment.
	· A qualification of demonstrable relevance, e.g. business, finance, book keeping, accounting, customer service or an industry specific qualification, (e.g. banking) which is deemed equivalent to a NVQ Level 4/ILM Level 3 qualification or a level of competence in mathematical / numerical calculations which can be deemed equivalent.
	Certificates
App Form

	EXPERIENCE

	· Previous experience of working with clients/customers which has included dealing with difficult or challenging situations or
· Experience of collating and analysing data to write a reports. 
· Evidence of continued learning/self-development
	· Experience of working with accounts, budgets, financial information
· Experience of debt recovery in a working environment
· Experience of working with direct debits and setting up payment plans. 
· Experience of having difficult conversations face to face. 
	

	SKILLS / ABILITIES

	· The ability to communicate effectively, (both verbally and in writing) with a  diverse range of people and the ability to adapt communication style to best suit the recipient 
· Able to perform standard mathematical functions with a high degree of accuracy
· Ability to manage / balance accounts with high level of accuracy
· IT literate with high levels of accuracy
· High level of organisational ability, and the ability to prioritise workloads
· The ability to develop respectful and trusting relationships with a group of service users who will have a wide range of differing needs and issues.
	· Able to work independently whilst also positively contributing to effective team working. 
· Able to work under pressure whilst maintaining a high level of accuracy and thoroughness.
· Good numeracy skills, in particular with financial data and systems.

	App Form
Interview
Assessment

	KNOWLEDGE / UNDERSTANDING

	· An understanding of, and respect for, confidentiality in relation to all aspects of the role. 
	· An understanding of adult social care which can be further developed and enhanced 
· Working in a busy environment with conflicting priorities.  
· A knowledge of debt management techniques & strategies & ability to translate that into working productively with service users to achieve best outcomes for them
· Working knowledge of the Mental Capacity Act 2005
· An understanding of confidentiality principles, e.g.  Caldicott / Data Protection
· Working knowledge of The Care Act 2014 Knowledge of Safeguarding interventions.
	App Form
Interview
Assessment

	OTHER REQUIREMENTS

	· Must be able to meet the physical and travel/mobility requirements of the post (with or without reasonable adjustments) 
· Must have a flexible approach to duties and working relationships.
· Must be flexible with regard to location and working hours dependent on needs of the service.
· Must be willing to undertake specific training which is essential to the post and take responsibility for keeping oneself up to date with legislation changes which impact on the role
· Able to respond positive and work effectively within an ‘agile’ environment.
	
	App Form
Interview
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