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JOB DESCRIPTION

Job title:
Former Customer Accounts Officer
Department: 
Customer Accounts
Reports to:
Customer Accounts Manager



Responsible for: 
N/A 
Purpose:  Ensure the delivery of excellent services to customers through the

effective prevention, management and reduction in the level of former customers arrears and all other debts in accordance with the organisations policies and procedure providing residents with appropriate support and advice.

Key areas:

Debt management 

1. Provide a comprehensive service to all former customers to restrict and minimise rent arrears and other debts.

2. Routinely monitor former customer accounts; carry out recommendations including home visiting both during and outside office hours, telephoning, or writing to customers, or their representatives in accordance with the procedures.  Make full use of the association’s information technology system and record all actions taken.

3. Support and advise customers in money management and entitlement to welfare benefits.  Agree appropriate payments plans.  Refer to internal support teams or external agencies as necessary for debt counselling issues. 

4. Liaise with the lettings and neighbourhood teams to prevent debts prior to tenancy termination.

5. Utilise and maintain an up to date working knowledge of benefit legislation, debt recovery law and methods of enforcement for various types of debt and tenures.  Maintain awareness of and implement best practice and protocols regarding debt recovery and collection. 

6. Prepare, sign and serve statutory notices.  Ensure that all legal and court procedures are correctly followed, and represent the company at court hearings. 

7. Fully administer the former customer recharge recovery process, ensuring invoices are produced and monitored and the debt is recovered. 

8. Actively encourage and develop resident participation and involvement.  Attend residents’ meetings and provide advice, as required.  Ensure that tenants and residents are kept aware of issues affecting them.

9. Establish or contribute to benchmarking exercises with other social housing providers to identify options for changing and improving processes and procedures.

10. Maintain own professional development by attending and taking part in training events, conferences and other occasions as required. 

11. Produce reports on former tenant and other sundry debts to the operational Management Team, Strategic Management Team and the Board where appropriate and as required.   

12. Liaise with the Debt Recovery Agency used by the company to recover historical debts ensuring that they are performing against agreed targets and providing reports in a timely fashion.

13. Recommend cases for write off in line with our Former Tenant Debt Procedure.

Performance management 

14. Contribute to the setting, monitoring and review of personal, team and company key business objectives.

15. Contribute to and meet all personal and team performance targets

16. Maintain up to date and accessible records, including Microsoft Office and the housing database, statistics, etc, concerning the ongoing progress of cases and provide routine reports or analysis as required.

17. Establish, develop and maintain effective working relationships with tenants, contractors, outside agencies and colleagues to ensure an integrated contribution to the company objectives.

General duties
18. Promote and maintain a customer focus in line with the Aster Group Customer Charter.

19. Promote and maintain an active approach to health and safety, in respect of yourself, colleagues and customers.

20. Ensure that the Aster Group Equality & Diversity Policy is fully implemented at all times.
21. Promote Aster and its services to partners and other organisations
	This job description is intended as a guide and is not an exhaustive list of the duties and responsibilities of this role.  Such duties may vary from time to time without changing the general character of the post or the level of level of responsibility entailed.
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(Former Customer Accounts Officer)
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Date:



(Customer Accounts Manager)

ASTER GROUP

Officer

Person Specification

	Criteria
	Factors
	Essential
	Desirable

	Education, vocational training and qualifications
	· “A” Level standard or equivalent

· Diploma in Housing

· Evidence of continuing professional development

· Professionally qualified member of the CIH
	(
(

	(
(


	Experience


	· Commitment to service improvements and improved outcomes for customers

· Member of a team providing customer focused services

· Working with challenging and vulnerable customers and getting positive outcomes

· Evidence of removing barriers
	(
(
(
(

	

	Knowledge and understanding
	· Knowledge of current housing issues 

· Knowledge of housing law in relation to rent and arrears management.
	(
(
	

	Skills and abilities


	· Presents written and verbal information in a clear concise manner, suitable for the purpose 

· Highly developed numerical skills 

· Keeps accurate and up to date records

· Being a confident and enthusiastic user of IT

· Effective team player who can also work independently

· Able to meet targets and deadlines, sometimes under pressure

· Creative and innovative approach to problem solving
	(
(
(
(
(
(
(

	

	Interpersonal Skills
	· Shows commitment to  the Aster competency framework
	(

	

	Motivation and Commitment


	· Is goal and achievement orientated

· Committed to progressing ideas and projects and meeting deadlines

· Is highly motivated and committed to our customers

· Clear understanding of the importance of customer service
	(
(
(
(

	

	Other


	· Flexible with working hours – attending meetings – evening and weekends as required

· Able to travel locally and regionally

· Valid driving licence

· Own transport

· Working in line with Aster lone worker policy
	(
(
(
(
(
	


	Competency
	Evidence

	Communication
	You show good communication skills and are thorough, accurate and clear.  You make sure that people understand what’s been said, and get feedback.  You adapt to the situation and use the best way of communicating.

	Customer focus (internal & external)
	You understand who our customers are and what they want.  You look for feedback so that we can improve our services.  You take responsibility for making sure that customer problems are resolved.

	Teamwork
	You work well with those inside and outside the organisation to improve customer satisfaction.  You make sure that everyone in the team feels involved.  

	Understands the business
	You understand about the way things work in your area.  You understand what we do, and the services we provide, and if you don’t know something, you’ll find out.  You understand the part you play in the work of Aster.

	Makes it happen
	You’re enthusiastic, with a “can do” attitude towards work.  You take responsibility for making sure that you do everything you’ve agreed to do.


	Embraces change
	You make sure that you hear the views and ideas from people both inside and outside the team.  You make improvements in your area of work all the time.  You’re flexible and happy to make changes in your job when needed.  

	Understands equality & diversity
	You promote equality at work in your team.  You look for ways to remove disadvantage, discrimination and inequality when providing services to customers.

	Develops expertise
	You’ll learn new ways of doing things when you need to.  You take responsibility for your own career development 


