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Manchester City Council
Role Profile

Revenues Apprentice, Grade 4 - 5
Council Tax Service, Corporate Revenues, Corporate Core
Reports to: Revenues Team Leader
Job Family: Transactional Back Office


Grade 4 – Year 1

Key Role Descriptors: 

The role holder will provide high quality Revenues administration services, including valuation, billing and tracing work for Business Rates or Council Tax, working in accordance with the relevant legislation and guidance.

The role holder will accurately assess and determine liability, taking into account relevant information from a range of sources and ensuring that all relevant exemptions, discounts and benefits are considered.

Key Role Accountabilities: 

Respond efficiently and courteously to all queries and correspondence, communicating clearly and resolving all identifiable issues at the earliest opportunity.

Proactively contact customers and other stakeholders to obtain relevant information, resolve issues and maximise billing and recovery of council tax or business rates.

Deal appropriately with queries from chargepayers and their agents by telephone, in writing and face to face, explaining all aspects of the rate account and provide information on the legislation relevant to the property/account.

Determine the most effective recovery actions, using discretion within agreed parameters, where appropriate and working with customers to secure appropriate instalment plans 

Update and extract information from all management information systems accurately and competently as required, providing accurate figures for the compilation of statistical reports as required.

Have a 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 roleholder 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.  

Grade 5 – Year 2

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 roleholder 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:

Grade 4 - Year 1

In the first year the role is focused on the administration and billing of council tax. 

The position is structured around a comprehensive training pathway, including the successful completion of the Level 4 apprenticeship with the Institute of Revenues, Ratings and Valuations (IRRV). These qualifications are supported by practical experience and supervision, enabling the apprentice to apply technical knowledge to real-world Council Tax issues. 

The role holder will report into a Council Tax Team Leader and undertake the following range of duties.

· Administration and billing of Council Tax, including assessment and determination of correct liability based on information from various sources and systems. 
· Contacting customers by phone, letter, or email to verify circumstances and gather information to determine accurate liability, in a professional, customer-focused manner. 
· Responding to customer enquiries, including setting up appropriate instalment plans, amending accounts, and sending bills.
· Tracing customers who have absconded using various systems and internet databases. 
· Managing a portfolio of large owners, liaising with key contacts to ensure prompt payment. 
· Learning, understanding, and applying complex guidance and procedures on Council Tax liability and collection, including working knowledge of Council Tax support and benefits-related issues. 

Grade 5 - Year 2 onwards

All apprentices will work on Council Tax billing for the first year. In the second year, this role will focus on the recovery and enforcement of Council Tax but the skills developed are also applicable to business rates and role holders may be deployed in either area. 

The position is structured around a comprehensive training pathway, including the successful completion of the Level 4 apprenticeship with the Institute of Revenues, Ratings and Valuations (IRRV).  This qualification is supported by practical experience and supervision, enabling the apprentice to apply technical knowledge to real-world revenues issues and contribute meaningfully to recovery and income collection for the Council.  

Candidates will be required to successfully complete the Level 4 apprenticeship training in order to continue to be employed within the role. 


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 enforcement, 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, bankruptcy or winding up proceedings, taking ownership of the cases and actively monitor for payment, reinstating cases to court where appropriate.

Some key responsibilities include;

· Administration and billing of council tax and business rates, including assessment and determination of correct liability based on information from various sources and systems. 
· Learning, understanding, and applying complex guidance and procedures on council tax and business rates liability and collection. 
· Recovery of council tax and business rates arrears, including administration of reminders and summons processes. 
· Determining the most appropriate recovery method when a liability order has been obtained and ensuring systems are updated correctly. 
· Responding to customer contact arising from reminders, summons and other recovery actions.  Working with taxpayers to secure payment plans and using discretion to write off court costs when justified. 
· Managing a portfolio of large debtors and proactively working to recover arrears. This includes regular liaison with large owners and companies to manage and facilitate payments.
· Assessing debtor circumstances to consider whether further insolvency action is viable. 
· The issue of attachment of earnings orders to employers, including handling correspondence and dealing with issues relating to these. 
· The issue of attachment of benefits orders to the DWP, including handling correspondence and dealing with issues relating to these. 
· Administration of insolvency action, including creating referrals, undertaking vulnerability checks and equity assessments, and working directly with external solicitors to manage progression of personal insolvency, charging orders or winding-up proceedings. 
· The updating and maintenance of the property database, including responding to and liaising with the Valuation Office Agency (VOA) and developers. 
· Administration of successful debt collection via external Enforcement Agents, including referring debts and working with agents directly to manage cases effectively. 



Key Behaviours, Skills and Technical Requirements

Our Manchester Behaviours  

· We are 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 – Grade 4

· Communication skills: Ability to communicate clearly, concisely, accurately and in ways that promote understanding.
· Analytical Skills: Ability to absorb, understand and quickly assimilate moderately complex information and concepts and compare information from a number of different sources.
· Problem Solving and Decision Making: 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

Technical Requirements (Role Specific) – Grade 4

· Maths and English GCSE at Grade 5 or above (or equivalent). 
· Willingness to undertake a BPSS check



Generic Skills – Grade 5

· 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) – Grade 5

· Have completed at least four units of the IRRV level 4 apprenticeship and also achieved minimum quality and quantity requirements. 
· Demonstrable knowledge of Council Tax and/or NNDR and associated legislation to the extent 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 



IIRV Apprenticeship – Programme of Learning

Grade 4 – Year 1

During the first year, apprentices are required to undertake the following IRRV learning modules before progressing to Grade 5.
 
	Module
	Description 
	Nature

	Council Tax liability
	Explains liability rules under Local Government Finance Act 1992, including hierarchy and case law.
	Theory

	Council Tax liability
	Practical skills for identifying liable parties, managing accounts, and applying discounts.
	Practical

	Council Tax billing and pre-summons recovery
	Covers demand notices, instalment schemes, and pre-summons recovery steps.
	Theory

	Council Tax billing and pre-summons recovery
	Hands-on tasks for billing updates, payment plans, and arrears handling.
	Practical

	Council Tax reductions
	Details discounts, disregards, exemptions, and premiums with legislative references.
	Theory

	Council Tax reductions
	Applying disregards, exemptions, and disabled band reductions in practice.
	Practical




Grade 5 – Year 2
In the second year, apprentices are required to complete one of the following two sets of IRRV training modules, and successfully complete the qualification, to be retained in the role.
 
	Module
	Description 
	Nature

	Council Tax post-summons recovery
	Explains liability order process and recovery methods after summons.
	Theory

	Council Tax post-summons recovery
	Managing recovery actions post-summons including enforcement and write-offs.
	Practical

	Council Tax valuation
	Defines domestic dwellings, completion notices, and VOA reporting processes.
	Theory

	Council Tax valuation
	Practical tasks for property setup, completion notices, and VOA liaison.
	Practical


 

	Module
	Description 
	Nature

	Non-Domestic Rates liability
	Opening/closing accounts, applying reliefs, and verifying business details.
	Practical

	Non-Domestic Rates billing and pre-summons recovery
	Updating billing details and managing pre-summons recovery.
	Practical

	Non-Domestic Rates liability
	Explains liability for business rates, occupation tests, and charge calculation.
	Theory

	Non-Domestic Rates billing and pre-summons recovery
	Covers demand notices and recovery steps before summons.
	Theory
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