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ROLE PROFILE
	Job: Court Officer 
	Reports to: Debit Collection Manager
	Tier: 5R



	Job Purpose: 

To work collaboratively with the Group’s centralised Income Collection team to progress arrears cases through the legal process to achieve a positive outcome for customers and the Group.  To attend and represent the Group at County Court hearings and attend evictions as and when directed by the Income Collection Team.
To work agilely to undertake early intervention and arrears visits to maximise the financial performance for the Group by increasing the income collection rate whilst reducing the bad debt.
Support the Income Management Team by contributing to the development and continuous improvement of the Group’s approach to Income Collection and money advice by working to mitigate the impact of welfare reforms such as universal credit.
Have a flexible attitude that meets the needs of the business and the challenges currently facing the housing sector.     


	Key Competencies:

· Flexibility & Resilience

· Meeting Customer Needs

· Interpersonal Understanding

· Personal Learning & Growth
· Commercial Focus
· Results Focus 

· Building Relationships
· Problem Solving & Decision Making


	Key Responsibilities:
1. Operational responsibility for optimising the performance of the Income Collection service across the group. 

2. To attend court hearings and be present at evictions as and when directed by the centralised Income Collection team.
3. To undertake arrears and or pre / post court visits as directed by the centralised Income Collection team.  
4. To work within a fast paced income collection environment and have a flexible approach to work to ensure the business needs are met and exceeded.  

5. To reduce outstanding debt within YHG by proactively managing rent and service charge accounts in accordance with Group procedures or as directed by the Income Management Team.  

6. To support the Group’s early intervention approach to universal credit by providing support to all new claimants at the earliest opportunity.
7. Work with other parts of the Group including internal/external customers/agencies to secure/ maximise income for YHG residents. 

8. Ensure effective relationships are built and maintained with all parts of the Your Housing Group & external key partners.

9. Support the Income & Debit Collection Managers to deliver a first point of contact income collection service as and when required. 

10. Co-ordinate and monitor all legal proceedings in relation to current & former tenant rent arrears, leasehold & service charges and rechargeable amounts including the preparation of court papers.  

11. Provide cover for other Court and Debit Recovery Agents and members of the wider Income Collection team as and when required.



	
	Essential
	Desirable

	Knowledge skills & experience


	· Demonstrable experience of delivering customer service excellence and knowledge of the benefits system, including Housing Benefit, Universal Credit etc. 

· Experience of attending County Courts to professionally challenge arrears cases.

· Ability to be able to work in an agile working environment.

· Well-developed questioning, listening, influencing & negotiating skills. 

· Experience in dealing with difficult customers, some of whom may be demanding/vulnerable.
· Focussed/target driven and thrive in a highly performance driven environment.
· Demonstrate passion around customer service in order to provide the highest possible service.
· Able to exceed targets and deadlines whilst working under daily pressure.
· Be a strong communicator with a high level of attention to detail and enjoy working as part of a fast paced debit recovery team.
	· Excellent working knowledge of the arrears recovery process from beginning to end across a range of tenures, with experience of working in a demanding customer service environment.
· Understand how to achieve value for money outcomes. 

· Have a positive, flexible and can-do attitude in a challenging income collection environment.


	Specific Role Accountabilities for People, Finance and Policy (i.e. accountability for managing a team/ budgets etc.)
	As this role is required to represent Your Housing Group at County Court, the post holder will be required to dress in business attire to undertake these duties.
	

	Key Relationships (internal/external)

	Will be the key operational contact for Your Housing Group working with residents in regard to their rent and service charge accounts, liaising with property management & Your Response teams, Housing Benefit, DWP, County Courts and other third party agencies.

	

	Qualifications

	GCSE or equivalent in English and Maths
	

	Safeguarding of Children Young people and Vulnerable Adults 

Your Housing Group is committed to safeguarding and promoting the welfare of children, young people and vulnerable adults and expects all staff to share this commitment. 

As a Your Housing Group employee, it is your responsibility to attend safeguarding training in accordance with YHG safeguarding training strategy and to be aware of and work in accordance with the YHG safeguarding policies and procedures and to raise any concerns relating to such procedures which may be noted during the course of duty.


YHG Values:    Passion
Pride
Creativity
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