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Manchester City Council 
Role Profile 
 
Account Manager, Grade 5 
 
Revenues and Benefits Service, Corporate Core Directorate 
Reports to: Team Leader 
 
[bookmark: _Hlk201214817]Job Family: Transactional Back Office 
 
Key Role Descriptors: 
 
The role holder will provide an assessment, information and advice service to customers, service users and stakeholders. 
 
The role holder will determine the requirements and needs of service users in accordance with relevant legislation, policy and procedures, and provide advice on the most appropriate course of action. 
 
Key Role Accountabilities:  
 
Respond to all queries from a wide range of people, including both internal and external customers, in an efficient and courteous manner, using initiative and creative skills to resolve problems. 
 
Provide an accurate, efficient and prompt assessment service where appropriate, using a range of bespoke ICT systems to carry out the role.   
 
Ensure that any errors or fraudulent activity are detected and prevented, and appropriate action taken. 
 
Ensure a “whole service approach” is taken, working closely with colleagues in other parts of the service to ensure correct liability and to prevent recovery action where appropriate.  
 
Accurately capture data and information using management information systems enabling the Council to achieve local and national performance targets. 
 
Personal commitment to continuous self development and service improvement. 
 
Through personal example, open commitment and clear action, ensure diversity is positively valued, resulting in equal access and treatment in employment, service delivery and communications 
 
Where the role holder is disabled every effort will be made to supply all necessary aids, adaptations or equipment to allow them to carry out all the duties of the role.  If, however, a certain task proves to be unachievable, job redesign will be given full consideration.  
 
Role Portfolio:  
 
The role holder will provide a high quality and effective and supportive service using a holistic approach to maximise collection for the Revenues Service. This will include all aspects of Revenues administration including a focus on tracing, insolvency and committals, working in accordance with the relevant legislation and guidance. 
 
The role holder will maximise the collection of debt owed to the Revenues Service, analysing cases carefully to ensure the most effective method of collection has been used. The role holder will deal appropriately with contact from customers and their representatives by telephone, in writing and face to face, advising on payment options, negotiating payment arrangements and providing relevant Revenues legislation where applicable. 
 
The role holder will effectively monitor and review customer accounts at various stages of recovery to ensure the method used is the most effective. The role holder will attend the Magistrates’ and County Court to assist customers with any queries they have relating to their court appearance and to support the prosecuting officer on the day. 
 
The role holder will prepare cases for committal proceedings and bankruptcy proceedings, taking ownership of the cases and actively monitor for payment, reinstating case to court where appropriate.

Account Manager – Key Behaviours, Skills and Technical Requirements 
 
Our Manchester Behaviours 
 
· We’re proud and passionate about Manchester 
· We take time to listen and understand 
· We ‘own it’ and we’re not afraid to try new things 
· We work together and trust each other. 
· We show that we value our differences and treat people fairly
 
Generic Skills 
 
· Communication Skills: Good literacy and numeracy skills to undertake calculations and produce letters and other documentation. Demonstrates an understanding of the views of others and communicates in a realistic and practical manner using appropriate language and medium, listen attentively to views and issues of others and responds to issues arising. 
· Analytical Skills: Ability to review, understand and quickly assimilate complex information and concepts and compare information from a number of different sources. 
· Planning and Organising Skills: Demonstrate the ability to organise multiple tasks in the most effective way and allocate time and energy according to the task complexity and priority. 
· Problem Solving and Decision Making Skills: Is able to make effective decisions on a day-to-day basis, taking ownership of decisions, demonstrating sound judgement in escalating issues where necessary, be logical in thinking and explain reasoning behind decisions or actions taken. 
· ICT Skills: Ability to use multiple applications, systems and associated software packages. 
· Administrative Skills: Good level of literacy and numeracy skills to undertake calculations and produce letters and other documentation. 
· Strategic Thinking Skills: Understands the importance of organisational strategy and how they contribute to it. 
 
Technical requirements (Role Specific)  
 
· Demonstrable knowledge of Council Tax and/or NNDR and associated legislation to the extent that it can be practically applied. 
· Demonstrable knowledge of debt recovery as it relates to Council Tax and/or NNDR and the legislation, policies and practices of the service that ensure income is maximised.  
· An understanding of the principles of data management and security. 
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