
Job Description 

 

Post:   Senior Income Recovery Officer 

Grade:  SO1 

Career Grade: SO1 – PO1 

Responsible To: Leasehold Services Manager / 

Recovery & Litigation Manager 

Responsible For: N/A 

 

The Career Grade 

 

SO1: This level is suitable for someone with a tertiary qualification or 

equivalent but new to leasehold service charges. It is expected that the 

employee would begin a course of internal training relevant to the job and 

that they would be in a position to progress to PO1 within 24 months of 

appointment. 

PO1: The same duties apply at this level but it expected that the employee 

would be in a position to undertake the full range of duties without close 

supervision, taking decisions on their own initiative on all but the most sensitive 

and complicated matters. An employee at this level would be able to 

undertake the full duties of the Senior Home Ownership Team Officer job 

description including the supervision of less qualified and experienced staff. 

There is no automatic progression from SO1 to PO1 which would depend on 

both the competence of the employee and the availability of work at that 

level. 

 

Basic objectives of the post 

 

1. To undertake calculation, billing and recovery of all types of leasehold 

service charges, including the carrying out of full statutory consultation. 

 

2. To ensure that the Council’s leasehold debt is recovered in a timely and 

appropriate manner, in line with the Council’s debt management policies. 

 

3. To be the primary point of contact and be responsible for dealing with 

disputes, complex queries and advice, externally & internally, concerning 

leases, calculations, billing and recovery. 

 

4. To ensure the accuracy and integrity of leasehold records. 

 

Main Duties and Responsibilities 

 

1. To assist in the co-ordination and preparation of annual service charge 

estimates and Actual Certificates, including recharges in respect of 

Section20 matters  to ensure that the cost relating to each property are 

correctly calculated in accordance with the terms of the lease and that 

the accounts are issued within the statutory time scales. 



 

2. To resolve all problems of service delivery and issues of customer 

dissatisfaction, which are within the scope of their responsibility and make 

suggestions for improving the service. This will include on occasion 

meeting residents on site to carry out inspections. 

 

3. To collect all service charges in a timely and accurate fashion whilst 

complying with relevant legislation and Council policy. 

 

4. To use their initiative in making financial arrangements, taking individual 

leaseholder’s financial circumstances into account, and the recovery 

policy.  

 

5. To maintain accurate records to meet administrative, legal and financial 

requirements and to enable, promote and support the effective use of 

records to improve service delivery. 

 

6. To assist team leaders in drafting of policies and procedures in relation to 

leasehold improvement matters. 

 

7. To be individually responsible for checking their own work and oversee the 

workload of less experienced colleagues within their team and for the 

delivery of the quality service and attainment. 

 

Additionally at PO1 

 

8. Draft and present reports and briefings for senior management and 

Members on service charge matters, the implications of changes in 

legislation, Homes for Haringey or Council policies and other related 

subjects. 

 

9. Assist in developing improved methods and procedures in relation to IT 

systems for the delivery of services, calculation of service charges, 

maintenance of records and databases, issue of standard documents to 

leaseholders and so on. 

 

10. Assist the Leasehold Service Manager / Recovery & Litigation Manager in 

undertaking reviews of any leasehold matters in line with auditing and 

value for money criteria, key performance targets, interdepartmental 

functions and procedures, benchmarking exercises, government 

directives, good practice of other local authorities/ALMOs, legal advice, 

etc. 

 

11. Assist in ascertaining the changes required to systems and administrative 

practices, procedures and standard documents arising from new 

legislation, statutory instruments, new policies, good practice 

requirements and so on. 



 

12. Respond to non-routine and major queries and complaints received from 

leaseholders, Members, solicitors and correspondence from government 

bodies in respect of leasehold matters and ascertain service delivery 

issues where necessary. 

 

13.  Write and maintain documentation in the form of manuals, guidance 

notes, etc. 

 

14. Assist in developing policies and procedures for the maximum collection 

of service charge income and the recovery of service charge arrears. 

  

15. To deputise for the Leasehold Services Manager / Recovery & Litigation 

Manager where appropriate, including all line management 

responsibilities. 

 

16. Undertake research and draft reports with recommendations on initiatives 

aimed at improving the quality and productivity of work utilising analytical 

methods and business modelling tools where appropriate.  Carry out the 

evaluation of legislation and assist in the implementation of proposals for 

new ways of working. 

 

17. Promote and represent the Homes for Haringey in meetings with residents 

and Members and take minutes if required, ensuring that action points 

are progressed. 

 

18. In respect of section 20 consultation concerning major works and services 

to undertake work in respect of drafting explanatory notes, responses to 

leaseholders’ queries and observations etc to ensure full compliance with 

the regulations, using legal advice where appropriate. 

 

19. In order to deliver the service effectively, a degree of flexibility is needed 

and the post holder may be required to perform work not specifically 

referred to above. Such duties, however, will fall within the scope of the 

post, at the appropriate grade. 

 

Health & Safety 

 

The post holder is required to comply with all Health & Safety at work policies, 

procedures and guidelines which form part of this job description. The post 

holder must look after their own health, safety and welfare and be mindful of 

other persons who may be affected by their acts. Employees must co-

operate and comply with management instructions regarding Health and 

Safety issues and report all accidents, incidents and problems as soon as 

practicable to their line manager or another senior manager. 

 

Equality and Diversity 



 

The post holder is required to actively promote diversity in the workplace. It is 

the duty of the post holder not to act in a prejudicial or discriminatory 

manner towards employees or resident. The post holder should counteract 

such practice or behaviour by challenging or reporting it. 

 

Safeguarding 

 

Homes for Haringey is committed to safeguarding and promoting the welfare 

of vulnerable adults. Safe recruitment of staff is central to this commitment, 

and Homes for Haringey will ensure that its recruitment policies and practices 

are robust, and that selection procedures prevent unsuitable people from 

gaining access to vulnerable adults. 

 

All staff working with vulnerable adults should be aware of, and share the 

commitment to safeguarding and promoting the welfare of vulnerable adults 

when applying for posts at Homes for Haringey. 

 

Career Grade Person Specification 

 

This post is subject to a career grade SO1-PO1. 

 

This means that the job can be performed at any of these levels. Career 

grades carry with them the implication that employees may move up the 

various ‘rungs’ in the ladder. Whilst this is true such progression is not 

automatic. To move up to a higher grade the employee must be able to 

perform effectively at the higher level and there must also be a need for 

employees at that level and financial resources to pay them. 

 

An assessment of the employee’s potential to progress will be made each 

year at appraisal. Readiness to progress will be kept under review at regular 

intervals. Progression may relate to completion of a specific task or gaining a 

specific qualification. 

 

It is expected that employees will be able to demonstrate the additional 

requirements for their level in addition to those at the lower level(s). 
  



Person specification 

 

Post: Senior Leasehold Services Officer 

 

Grade: SO1 

 

 
 

 
SO1 

 
QUALIFICATIONS 

 
E1 None specific. 

 
EXPERIENCE 

 
E2 Extensive experience of working in a customer 

focused environment, including working in a financial 

and accounting environment, using computerised, data 

based systems. 

 
 

KNOWLEDGE 
E4 Knowledge of, commitment to, and 

understanding of the Council's Equal Opportunities and 

related policies. 

E5 Awareness of, and understanding of the 

application, of Health and Safety procedures.  

E6 Understanding and application of good customer 

care practices. 
 
COMMUNICATION 

SKILLS 

 
E7 Excellent verbal and written communication skills 

and ability to communicate at all levels, including with 

wide range audiences. 

E8 Ability to communicate openly with staff and 

delegate effectively.  

E9 Ability to represent the Council and HfH in formal 

arenas. 

 
 

ADMIN / 

ORGANISATIONAL 

SKILLS 

 
E10 Competency in the use of a range of IT 

programmes including databases, spreadsheets and 

word processing packages. 

E11 Ability to produce statements of accounts, 

calculate cost apportionments and compile statistical 

information.  

E12 Ability to analyse problems in a logical and 

systematic way and identify practical solutions. 

E13 Able to demonstrate strong attention to detail 

and analytical approach. 

E14 Ability to work to clear and challenging 

objectives.  

E15 Ability to work flexibly, be self-motivated and 

capable of self-managing own workload and meeting 

deadlines. 



E16 Ability to understand, summarise and explain 

complex documents, including leases. 

E17 Ability to analyse policies & strategies, and to 

develop new polices, procedures and guidance.  

E18 Ability to extract data and prepare report from 

complex IT systems. 

 

 

 


