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ROLE PROFILE
	Job Title: 

Debit Collection Team Leader
	Role Reports to: 
Debit Collection Manager
	Business Function:  
Income & Money Advice
	Evaluated Tier:  



	Job Purpose: 
Co-ordinate the day to day operations of the Income Team ensuring maximum efficiency and effectiveness is achieved, including managing call queues and resources to maximise Your Housing Group’s income.

	Key Competencies:

· Flexibility & Resilience

· Meeting Customer Needs

· Building Relationships

· Results Focus

· Commercial Focus

· Leadership

· Developing Others



	Key Responsibilities: 

1. Manage the day-to-day operations of the Income team, providing support, advice and coaching to resolve complex issues. 

2. Manage, coach and develop a team of Debit Collection Agents/Assistants & Court Officers, conducting regular 121’s and twice-yearly Performance Development Reviews to review performance versus objectives.
3. Manage and ensure effective resourcing of the call queues, to ensure customer contact is maximised.

4. Enable the Income Team to function efficiently by taking responsibility for the rent refund process, legal action approval and handling escalated income calls.
5. Support the team with implementation and embedding of income software, policies and procedures.

6. Make a positive contribution to the culture of the Income Team by creating and leading on performance incentives throughout the year.
7. Responsible for effective first tier complaint handling.

8. Responsible for managing resource in the team ensuring cover during periods of planned and unplanned absence.  

9. Contribute to the continuous improvement of the service by working with Debit Collection Managers, Service Manager, business and external partners.
10. Provide support to weekend staff as required and deputise for the Debit Collection Manager.



	
	Essential
	Desirable

	Knowledge


	· Good understanding of best practice & efficiency in a collections environment.


	· Knowledge of rent possession proceedings, recovery of service charge arrears & applications in small claims court.

· Knowledge of the welfare benefits system.



	Skills 


	· Ability to develop and maintain strong relationships with business partners and external organisations that also work closely with our customers.

	

	Experience


	· Previous People Management Experience.
· Experience of managing an income/debt collection team.

· Experience of managing a team in a contact centre/volume environment.
· Experience of agreeing, setting & monitoring performance targets. 


	· Experience of managing an income collection team in a housing environment.



	Qualifications/Education

	GCSE Maths and English (or equivalent)
	Housing Qualification or equivalent experience.



	People Management Responsibility?


	This role has line management responsibility, including coaching, development and performance management.

 

	Budgetary Responsibility?


	This post has no budgetary responsibility

	Key Relationships (internal/external)


	Effectively manage the relationships with other YHG teams and external service providers to the benefit of the Groups residents


	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.


	Key Role Performance Indicators 

	1. Conduct 6 weekly 121’s with all direct reports.

2. Conduct Performance Development Reviews twice a year with all direct reports.
3. Manage all HR matters relating to direct reports in accordance with YHG policy & procedure.

4. Manage inbound call queues to ensure abandonment rate does not exceed 3%.
5. Review & resolve 100% of customer complaints within 14 days.
6. Carry out account audit samples & quality scoring across an average of 50 accounts per week.
7. Review & complete 100% of refund requests within 14 days.
8. Complete Review of 100% of Legal Action (Court & Eviction) requests within 14 days.



	Date Role Profile Created/Updated: 


	September 2018


Evaluation for Agile Working 

	
	

Description
	Evaluation for Agile

	Equipment to work in an Agile manner


	
	

	Is the role conducive to working in an Agile Manner?
	
	

	Meetings 


	
	

	Work Schedule


	
	

	Summary



	Signed By
	Print Name
	Job Title
	Date

	
	
	
	

	
	HR Director Signature
	Print Name
	Date
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YHG Values:    Passion
Pride
Creativity
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