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	JOB TITLE:
	Service Charge Specialist

	GRADE:
	I

	POST NUMBER:
	

	DIRECTORATE:
	Resources (Finance Division)

	SERVICE:
	Service Charge Team

	RESPONSIBLE TO	:
	Service Charge Team Leader

	RESPONSIBLE FOR:
	N/A

	


	DBS Basic not required 
This post is not politically restricted 

	JOB SUMMARY:	
	To carry out the calculation of service charge costs and the supporting management information under the direction of the Service Charge Team Leader.

To lead in the provision of high quality, timely and accurate information to Leaseholder Services and Customer Services; to enable quality responses to leaseholder and other stakeholder queries.


	ROLE REQUIREMENTS:
	


	1. 
	To assist and maintain systems to collect and verify cost data required for an accurate assessment of estimated and actual service charges for the Council’s domestic leasehold property portfolio.

To actively support all employment initiatives within the Council (i.e. work experience, modern apprenticeships, etc.) and pursue the Council’s objective of a workforce to reflect the community in the recruitment and development of staff.
Resolve resident enquiries relating to service charge calculations, including utility consumption, meter readings, cost reasonableness and apportionment. Provide clear, evidence‑based explanations, ensure data accuracy in line with statutory requirements and escalate complex or disputed cases with Service Charge Team Leader.
Carry out other reasonable ad hoc duties to support the Directorate which are commensurate with the expectation of the post as directed by the Service Charge Team Leader, Manager or the Head of Service.

	2. 
	To undertake the preparation of annual estimates.

	3. 
	To analyse and present financial and statistical data as directed in accordance with pre-determined targets.


	4. 
	To assist Service Charge Team Leader in providing suitable high quality explanatory documentation to Leaseholder Services and Customer Services teams in order that they understand and explain the basis of all charges and so they can respond to leaseholders and other stakeholders.

	5. 
	To assist with control service charge account reconciliations, as required.

	6. 
	To assist estimates and actualisation summary cost schedules.

	7. 
	To assist with the preparation of year-on-year comparison data.

	8. 
	To assist analytical review of costs calculated through the actualisation process and investigation of variances, including the production of information and comparison reports.

	9. 
	To assist management information reports according to a timetable agreed with the Service Charge Team leader

	10. 
	To assist with detailed information to enable the Council’s final accounts to be completed in accordance with pre-determined timetables.

	11. 
	To actively support all employment initiatives within the Council (i.e. work experience, modern apprenticeships, etc.) and pursue the Council’s objective of a workforce to reflect the community in the recruitment and development of staff.

	12. 
	Resolve resident enquiries relating to service charge calculations, including utility consumption, meter readings, cost reasonableness and apportionment. Provide clear, evidence‑based explanations, ensure data accuracy in line with statutory requirements and escalate complex or disputed cases with Service Charge Team Leader.

	13. 
	Carry out other reasonable ad hoc duties to support the Directorate which are commensurate with the expectation of the post as directed by the Service Charge Team Leader, Manager or the Head of Service.

	CORPORATE RESPONSIBILITIES
	

	14. 
	Actively contribute to the council’s priorities and outcomes in a way that promotes a ‘one organisation’ approach.

	15. 
	Develop and maintain positive relationships with colleagues, stakeholders and communities to ensure the council and the directorate strategic priorities are effectively implemented.

	16. 
	Promote equality among all staff and ensure that services are delivered in a non-discriminatory way, that is inclusive of all disadvantaged groups.

	17. 
	Support organisational change and learning, following and implementing appropriate systems of self-development, communication and engagement, quality measures, monitoring and review in delivering the functions of the role.

	18. 
	Promote sustainability, including encouraging a culture of innovation and accountability amongst all council staff.

	ADDITIONAL REQUIREMENTS
	

	19. 
	Ability to adopt a flexible working pattern to adapt to cyclical nature of work and occasionally to attend meetings and forums outside of normal working hours where necessary.



OTHER CONDITIONS: 

To maintain personal and professional development to meet the changing demands of the job and participate in appropriate training/development activities including the council’s ‘My Annual Review’ scheme. 

Ensure that all duties and responsibilities are discharged in accordance with the council’s policies and procedures, Code of Conduct and relevant regulations and legislation. 

To comply with the council’s equal opportunities and diversity policies ensuring anti-discriminatory practice within the service area.
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To undertake additional duties that may arise from time to time commensurate with the grade of the post.
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	Requirements
	Person Specification for the Post of
	Essential (E)
or
Desirable (D) (if applicable)

	Method of Assessment
A= Application Form
T= Test
I= Interview

	Knowledge


	Understanding of Landlord and Tenant Legislation relating to Service Charges and the legal processes for managing properties held on long leases.
	E
	A/I

	
	Eager to broaden knowledge of leasehold law, service charge calculation, and budgetary control
	E
	A/I

	
	Understanding of the legal requirements for the preparation of residential leasehold service charges
	E
	A/I


	
	Understanding of the systems and processes to be used for the recording of accounting data to be used in the calculation or residential leasehold service charges
	E
	A/I

	
	Knowledge of the terms of leases and the rights and responsibilities of freeholders and leaseholders. Knowledge of the way in which Local Authorities are organised and conduct their business
	E
	A/I

	Qualifications
& Experience
	Experience of reviewing systems and control processes for recording cost data to be used in the calculation of residential leasehold service charges.
	E
	A/I

	
	Experience of leasehold management / service charge calculation / management in social housing sector.
	E
	A/I


	
	Experience of the preparation of management accounting reports within the context of an established budgetary control framework and implementing work plans
	E
	A/I


	
	High level of competency in the use of IT including integrated housing management systems and Microsoft Office© products, particularly Word, Excel and Outlook
Desirable Criteria
•	CCAB Part qualified
	E 








D
	A/I


	Skills and Abilities 
	A high level of analytical, verbal and numeric reasoning skills. Ability to develop and learn
	E
	A/I


	
	Ability to communicate clearly and effectively with colleagues and service users
Effective communicate skills face to face and on the telephone/ MS Teams
	E
	A/I


	
	Ability to present a professional image of the LBTH and its service
	E
	A/I


	
	Ability to work flexibly, be self-motivated under pressure and manage own workload to meet target deadlines
	E
	A/I


	
	Ability to work effectively both alone and in a team environment
Ability to analyse information in a logical and objective way, establishing trends and patterns
	E
	A/I


	
	Ability to develop and implement service improvement plans
	E
	A/I


	Living the TOWER Values sets out the essential behaviours required of all staff.
	
	They are aligned to the organisation’s five TOWER Values
	

	We work TOGETHER across boundaries and with partners to achieve the best outcomes for Tower Hamlets

	Developing Networks 
Maintains and encourages networking across teams to achieve the best outcomes  
  
Collaborating 
Works as a team and collaborates with others to ensure accuracy of information.

	
	

	We are OPEN and transparent

	Being approachable Approachable and seeks regular internal and external feedback from people to improve how they and others do things

Communicating clearly
Produces quality, transparent information for use by colleagues to assist them with enquiries  

	
	

	We are WILLING to challenge, innovate and be accountable

	Learning and challenge Respectfully challenges others, using data and observation to drive improved outcomes. 
  
Improvement and Innovation 
Leads the way and encourages others, so they achieve continuous improvement with measurable benefits.

	
	

	We empower each other to be EXCELLENT and go the extra mile

	Being empowered 
Takes the initiative to ensure all tasks meet their deadlines. 
Making colleagues feel appreciated and valued 
Regularly holds meetings with colleagues, listening to what they have to say and providing support where needed.
	
	

	We RESPECT all communities, they are the heart of everything we do

	Understanding our customers’ needs 
Provide quality transparent information and implement any recommendation that benefit all. 
Respecting diversity and being inclusive 
Ensures that they and others value the diversity of all people they work with and takes this into account in developing the service

	
	

	Additional Requirements
	Ability to adopt a flexible working pattern to adapt to cyclical nature of work and to attend meetings/proceedings and forums within and outside of normal working hours where necessary 
	E
	Satisfactory 
clearance
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