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JOB DESCRIPTION & PERSON SPECIFICATION 

	SERVICE AREA:

	Finance and Transformation
	POSITION NO: 	     

	SECTION:

	Revenues and Benefits
	GRADE: 	3/4	

	JOB TITLE:

	Council Tax Officer
	DATE PREPARED:     

	EVALUATION DATE:
	23rd September 2022     
	JE NUMBER: NC2834/NC2835      


	DIGNITY AT WORK: To show, at all times, a personal commitment to Looked after Children and treating all service users, customers and colleagues in a fair and respectful way, which gives positive regard to people’s differences and individuality (for example, gender, gender identity, nationality or ethnic origin, disability, religion or belief, sexual orientation, age).  Assists in ensuring equal access to services and employment opportunities for everyone and promotes the Council’s Equal Opportunities in Employment Policy.



	PURPOSE:
Grade 3:
To undertake training enabling development of the skills of a Council Tax Officer. To make routine changes to the Council Tax database accurately and within performance targets set. To provide advice and assistance with general Council Tax duties and provide a responsive service to internal and external customers through a variety of access channels including: telephone, face to face, written and electronic mail.

Grade 4, all of the above plus:
Deal with more complex work to a proven level of volume, accuracy, consistency and autonomy. Mentor new trainees and provide assistance to Senior Council Tax Officers as required. 



	PRINCIPAL ACCOUNTABILITIES:
Please note decision making must be included within the Principal Accountabilities

	Grade 3

	1.
	Undertake a training program of both formal and on the job training in order to develop the necessary knowledge and skills in order to undertake role of a Council Tax Officer. 

	2.
	Statutory Obligations - Develop and maintain a good knowledge of current legislation, best practice and relevant guidance.     

	3.
	To administer routine changes to the Council Tax database accurately within predetermined targets and deadlines within a performance driven culture, in order to achieve a quality based, customer focussed service delivery.

	4.
	Ensure that evidence collected to support amendments meets the prescribed criteria’s and is sufficient to support the amendment being made.

	5.
	Check current information held on the Council Tax database in relation to amendments and action changes as appropriate ensuring correct letters and demands are sent to the customer to maximise collection.

	6.
	Work holistically with officers within the Revenues and Benefits service sharing expertise that embeds new working practices.

	7.
	Demonstrates effective behaviours in line with the council’s competency framework.

	8.
	Provide assistance and support to colleagues at equivalent grade or below giving guidance, direction and training on operational matters, in line with guidance, office practice and procedure.

	9.
	The Health and Safety at Work etc. Act 1974 and associated legislation places responsibilities for health and safety on Hull City Council, as your employer and you as an employee of the council. In addition to the Councils overall duties, the post holder has personal responsibility for their own health, safety and wellbeing and that of other employees; additional and more specific responsibilities are identified in the Council’s Corporate H&S policy.

	Grade 4. All of the above plus

	10.
	Develop and maintain an advanced knowledge of current working practice, guidance and best practice. Within an ever changing environment, support colleagues to encourage innovation, motivation, understanding and vision. You will be able to work under minimal supervision.   

	11.
	To administer more complex amendments to the Council Tax database accurately to predetermined targets within a performance driven culture, in order to achieve a quality based, customer focussed service delivery.

	12.
	To provide assistance at the Magistrates Court to Senior Officers.  

	13.
	Where requested, to monitor the Council`s suspense account, processing suspense and payment queries. This involves the tracing of suspense payments, arranging and processing payment transfers/allocations and more complex refund / outgoing payment queries, preparing monthly audit reports of suspense transactions and refunds. This function is carried out for other departments including Housing Rents and Sundry Debtors as well as the Council Tax service.

	14.
	Assist with the induction, training and mentoring of staff and provide assistance and support to other staff giving guidance, direction and training on operational matters, in line with guidance, office practice and procedure.

	GENERAL:
The above principal accountabilities are not exhaustive and may vary without changing the character of the job or level of responsibility. The postholder must be flexible to ensure the operational needs of the Council are met.  This includes the undertaking of duties of a similar nature and responsibility as and when required, throughout the various work places in the Council.



	
DIMENSIONS:  
All sections should be completed – if there aren’t any state ‘none’

	1. Responsibility for Staff:
No direct responsibility for staff.

2.	Responsibility for Customers/Clients:
This role contributes towards the effective distribution of Council Tax demands to 124,000 households. Stakeholders consist of a wide of Government Departments, Welfare Advisory Services and Landlords. 

This role contributes towards the prompt processing of claims for Council Tax reduction.

3.	Responsibility for Budgets:
N/A

4.	Responsibility for Physical Resources:
N/A



	WORKING RELATIONSHIPS:
All sections should be completed – if there aren’t any state ‘none’

	1.	Within Service Area/Section:

Daily contact with Revenues and Benefit colleagues to deliver excellent services.
Providing an advisory role to staff, customers and stakeholders

2.	With Any Other Council Areas

Close links with colleagues in Customer Services, the Call Centre and Legal Services to ensure a consistent approach is undertaken and well informed and accurate service delivery. Close links with colleagues in Neighbourhood Management.

3.	With External Bodies to the Council

Communicates with external agencies, bodies, local communities and customers to enable the appropriate exchange of information with Government Departments such as Department for Works and Pensions, The Inland Revenue, Land Registry, Police, Credit Reference Agencies and the Magistrates Court. 

Communicate in order to build working relationships with Partner Agencies including voluntary and community organisations such as the Community Legal and Advice Centre, Citizens Advice, Hull Independent Housing Aid Centre, and Tenants Associations.
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	ORGANISATION CHART: Please Provide Job Titles and Grades


	

	
	
	Immediate Line Manager
Council Tax Team Leader
Grade 8 

	
	
	

	Other jobs (peers) that report to immediate line manager
Senior Council Tax Officer
Grade 6
	
	This Position
Council Tax Officer 
Grade 3/4

	
	
	

	
	
	Direct Reports
N/A






	
	Tick relevant level for each category
	

	
	Not applicable
	Low
	Moderate
	High
	Very High
	Intense
	




Supporting Information 
(if applicable)

	PHYSICAL DEMANDS:
Physical Effort and/or Strain – (tiredness, aches and pains over and above that normally incurred in a day to day office environment).
	X
	
	
	
	
	


	



Gr3 & Gr4

	WORKING CONDITIONS:
Working Conditions – (exposure to objectionable, uncomfortable or noxious conditions over and above that normally incurred in a day to day office environment). 
	
	X
	
	
	
	
	Face to face or telephone based communication with occasionally irate customers.

Gr3 & Gr4

	EMOTIONAL DEMANDS:
Exposure to objectionable situations over and above that normally incurred in a day to day office environment.
	
	
	X
	
	
	
	Face to face or telephone based communication with occasionally irate customers.

Gr3 & Gr4



	
PERSON SPECIFICATION
	Tick relevant column
	List code/s*

	The information listed as essential (the column that is shaded) is used as part of the job evaluation process.  The requirements identified as desirable are used for recruitment purposes only.
*Codes: AF = Application Form, I = Interview, CQ = Certificate of Qualification, R = References (should only be used for posts requiring DBS’s), T = Test/Assessment, P = Presentation
	Essential
	Desirable
	How identified 

	1. 
	Qualifications:

	
	GCSE (Grade 4-9) Or,
One of the following qualifications in a work related area;
- Key Skills level 2, or equivalent 
- BTEC First Diplomas and certificates
	X


	
	AF,CQ

	
	4 GCSE’s including English and Maths at grade 4 or above
	
	X
	AF,CQ

	
	ECDL or equivalent
	
	X
	AF,CQ

	
	Grade 4 all of the above plus:
	
	
	

	
	OCN accredited course in Council Tax Billing and Recovery (NVQ3) or equivalent IRRV qualifications
	
	X
	AF, CQ

	2. 
	Relevant Experience:

	
	Grade 3:
	
	
	

	
	Experience of working towards measured targets and conflicting deadlines, both individually and as a team.
	X
	
	AF, I

	
	Experience of providing a high level of service to customers through a variety of access channels including: telephone, face to face, written and electronic mail.
	X
	
	AF, I

	
	Experience of work within a Council Tax department or similar. 
	
	X
	AF

	
	Grade 4, all of the above plus:
	
	
	

	
	Work experience includes updating amendments on the Council Tax database which demonstrates a required level of output and quality.
	X
	
	AF, I

	
	Experience of understanding, interpreting and applying decision making of Council Tax legislation ensuring correct letters and demands are sent to the customer to maximise collection.  
	X
	
	AF, I

	
	Experience of dealing with the public in sensitive situations, with an awareness of the needs of disadvantageous groups within communities and equality of opportunity in service delivery.
	X
	
	I

	
	Experience of using Revenues and Benefit systems including workflow systems or equivalent.
	X
	
	AF

	3. 
	Skills (including thinking challenge/mental demands):

	
	Grade 3:
	
	
	

	
	Able to manage time and work in order to meet targets and conflicting deadlines as part of a team or as an individual.
	X
	
	AF,I

	
	Must possess excellent customer service skills, a strong customer focus with the ability to remain polite, courteous and professional at all times.
	X
	
	I

	
	Good numeric and problem solving skills.
	X
	
	T,I

	
	Good analytical skills, ability to pay attention to detail. 
	X
	
	T

	
	Experience of accurate data entry, inputting financial information or assessment of financially means tested awards.
	
	X
	AF

	
	Experience of interpreting guidance or procedures in order to make an informed decision.
	X
	
	I,T

	
	Experience in the use of Microsoft packages including Word, Excel and Outlook. 
	
	X
	AF

	
	Must possess excellent customer service skills, a strong customer focus with the ability to assist customers, often under severe financial pressure, in a courteous and professional manner. 
	X
	
	I

	
	Ability to retain information, interpret guidance and rules in order to make informed and discretionary decisions
	X
	
	I

	
	An aptitude for attention to detail combined with a methodical approach 
	X
	
	AF, I

	
	Ability to coach and mentor new members of staff
	X
	
	I

	
	Analytical Skills
	X
	
	AF, I, T

	
	Grade 4, all of the above plus:
	
	
	

	
	Ability to interpret and keep up to date with complex guidance and adapt procedures in an ever changing environment 
	X
	
	AF,I,R

	
	Ability to work under minimal supervision
	X
	
	AF,R

	
	Ability to organise and prioritise workloads both individually and as a team
	X
	
	AF,I

	
	Ability to be supportive and approachable to colleagues, customers, other departments and outside organisations
	X
	
	AF,R,I

	
	Ability to take on extra duties as required
	
	X
	AF

	4. 
	Knowledge:

	
	Grade 3:
	
	
	

	
	A basic understanding of Council Tax 
	
	X
	I

	
	Knowledge and experience of using a range of IT systems
	X
	
	AF, I

	
	Basic knowledge of Data Protection guidance
	X
	
	I

	
	Understanding of office guidance and procedures
	X
	
	I

	
	Understanding of procedure and best practice which can be demonstrated through previous work related experience. 
	X
	
	AF, I

	
	Working knowledge and experience of workflow systems.
	
	X
	AF

	
	Grade 4, all of the above plus:
	
	
	

	
	A good working knowledge of all Council Tax guidance, procedure and best practice which can be demonstrated through previous work related experience. 
	X
	
	AF, I

	
	Working knowledge of ICT systems used in the administration of Revenues and Benefits systems.
	
	X
	I

	5. 
	Interpersonal/Communication Skills:
Verbal Skills

	
	Grade 3:
	
	
	

	
	Good communication and interpersonal skills, which include the ability to question to establish customers and stakeholders needs, with the ability to respond to customers in potentially emotionally challenging situations
	X
	
	AF, I

	
	Developed written skills with the ability to produce information easily understandable to the customer; ranging from basic to complex information often confidential information in relation to customers circumstances. 
	X
	
	AF, T

	
	An awareness of confidentiality and understanding of information security
	X
	
	AF, I

	
	To demonstrate empathy, initiative and integrity
	X
	
	I

	
	Good negotiation and mediation skills
	X
	
	AF, I

	
	Grade 4, all of the above plus:
	
	
	

	
	Communicate and support regular change effectively
	X
	
	I

	
	The ability to demonstrate effective leadership techniques.
	
	X
	I

	
	Written Skills

	
	Grade 3:
	
	
	

	
	Ability to write a formal letter to a customer or stakeholder, requesting personal information
	X
	
	AF, T

	
	Ability to write a reply to a customer or stakeholder who has asked for an explanation of a case.
	X
	
	AF, I

	
	Grade 4, all of the above plus:
	
	
	

	
	Ability to communicate detailed information to a customer in a format that they will understand
	X
	
	AF, I

	6.
	Other:
	
	
	

	
	None
	
	
	




	



	

	The requirements listed below are not considered during the job evaluation process, but are essential requirements for the role that will be assessed during the recruitment process.

	
7. 
	Values and Competencies:

	
	The values and competencies listed below are all essential requirements for working at Hull City Council in any post; however, those that have been ticked as essential have been identified as key for this role and will be measured as part of the selection process.  They are not required to be addressed in your application form.

	
	Values:

	
	People First
	
	
	I

	
	Respect
	
	
	I

	
	Learning
	
	
	I

	
	Ambition
	
	
	I

	
	Partnership
	
	
	I

	
	A copy of the Council’s Values and Behaviours can be accessed via the Council’s website – www.hullcc.gov.uk/jobs

	
	Competencies:

	
	Leading forward 
	
	
	

	
	Improving services
	
	
	

	
	Analysis and decision making
	
	
	

	
	Making things happen
	
	
	

	
	Communicating with impact 
	
	
	

	
	Collaboration 
	
	
	

	
	Developing self and others
	
	
	

	
	A copy of the Competency Framework can be accessed via the Council’s website – www.hullcc.gov.uk/jobs

	8. 
	Additional Requirements:

	
	Cross as an essential requirement if the candidate requires a Baseline Personnel Security Check (BPSS).
	X
	
	

	9. 
	Disclosure of Criminal Record:

	
	The successful candidate’s appointment will be subject to the Council obtaining a satisfactory BASIC Disclosure from the Disclosure & Barring Service 

	X
	
	DBS Basic Disclosure

	
	If the postholder requires a Standard or Enhanced DBS disclosure the candidate is required to declare full details of everything on their criminal record unless the conviction/s and/or caution/s are considered “protected” in line with filtering rules for DBS checks.

	
	
	AF(after short listing)

	
	If the postholder does not require a DBS disclosure, or requires a BASIC Disclosure only, the candidate is required to declare unspent convictions only.
	X
	N/A
	AF(after short listing)
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