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Job description and Person Specification

Collections Support Advisor


	Department 
	Finance and Commercial Services

	Service 
	Finance Exchequer Services / Credit Control

	Grade
	F

	Reports to
	Collections Team Leader

	Responsible for 
	

	Job reference
	11300



	Job Purpose – 


	Maintain activity to reduce the levels of outstanding debt and increase the cash flow position.

Assist the Collections Officers in achieving annual targets for the Collections Team in accordance with corporate procedures.


	Context – 


	The Collections Team is a shared service providing a debt recovery service for invoiced income raised by departments across Norfolk County Council (NCC).  The team is part of Finance Exchequer Services under the Finance directorate. 
The post holder requires excellent customer service and communication skills.  The ability to negotiate and secure payment for monies owed to NCC. To build effective working relationships with both our customers and colleagues across the authority. To work in line with NCC’s Debt Recovery Policy and Procedures.




	Accountabilities - 

	To proactively maintain regular and effective communication with debtors in line with the Norfolk County Council Debt Recovery Procedures and to establish reasons for Non-Payment.


	To negotiate time to pay agreements with debtors and ensure completion of relevant documentation to collect the debt via instalments


	To effectively deal with customer queries and ensure debtors are given the correct departmental contact to resolve disputes in a timely manner. To liaise with service departments where debtors dispute the charges made.


	To maintain accurate records of debt recovery action and contact information to ensure follow up action and successful collection of the outstanding debt


	To collate documentation/evidence for cases recommended for write-off or referral to Collections Officers or Legal services for proceedings


	To assist Officers on visits to customers and/or representatives, often in difficult and/or contentious circumstances, with a view to collecting outstanding debt


	To actively promote payment via credit/debit card and collect monies via phone wherever possible


	To support the wider delivery of improvements and benefits provided by the MyOracle platform.





	Person Specification


	Qualifications:

	Essential
	Desirable

	5 GCSE’s (Grade A-C) or equivalent

	ICM Qualification


	Knowledge/Experience:

	Essential 
	Desirable 

	Good knowledge of Microsoft Office (Word, Excel, Outlook)

	Knowledge of Financial Systems with particular experience of Income Systems (MyOracle, Liquid Logic, ContrOCC & other departmental systems)

Experience in a local government finance setting


	Skills:

	Essential
	Desirable

	Ability to manage workloads and priorities to meet specified deadlines with minimum supervision

Able to communicate at all levels, both verbally and in writing to ensure that instructions, queries and requirements are clearly understood

Able to interpret and understand complex regulations and legislation and to impact such information to others in a clear and concise manner

Able to handle difficult situations when dealing with members of the public, and to provide a diplomatic response in such situations to ensure distress is minimised

A team player who is able to develop effective relationships with the team and work alone without supervision

Able to embrace new technology & new ways of working

Strong numerical and strong written skills

	




	The Council’s values 
· Accountable – We are honest and accountable.
· Inclusive – We champion inclusivity and equity.
· Ambitious - We want a better future for Norfolk.
· Trusted – We build and maintain trust.




	General Information
· The job description details the main outcomes of the job and will be updated if these outcomes change.

· All work performed/duties undertaken must be carried out in accordance with relevant County Council and Departmental policies and procedures, within legislation, and with regards to the needs of our customers and the diverse community we serve. 

· Job holders will be expected to understand what is meant by safeguarding vulnerable groups (children, young people and adults) and how to raise concerns.

· Job holders will be expected to be flexible in their duties and carry out any other duties commensurate with the grade and falling within the general scope of the job, as requested by management.
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