Karen Benjamin

35 Harold Road, Park Royal, London, NW10 7BG 
Mob: 07961877294, Email: Karen.benji@hotmail.co.uk

PERSONAL PROFILE:	
With vast Managerial, Team Leadership, Supervisory, Customer Services, Complaints, Debt Recovery & Administration experience within local authorities and the private sector, I am looking for a new role where I can incorporate my skills and experience.  I am proficient using Microsoft Office and have various qualifications in Word, Excel and Access.  I am enthusiastic and committed and highly motivated with an eye for detail. I strive on a challenge and enjoy working as part of a team and can also work well on my own. I'm a fast learner who puts 100% into everything I do and can adapt to sudden changes when required. 

CAREER HISTORY:
West Northamptonshire Council, The Guildhall, St Giles Square, Northampton, NN1 1DE
Oct 2023 – Dec 2023 Council Tax Billing Officer
· Back office processing – Processing student exemptions/disregards, refunds & single occupancy discounts
· Processing billing & recovery work
· Handling email, online enquiries and requests
· Processing move ins, move outs & move within the borough requests

North Northamptonshire Council, The Corby Cube, George Street, Corby NN17 1QG
Sept 2022 – Oct 2023 Council tax Billing & Recovery Officer
· Back office processing – discounts, exemptions, refunds and liabilities
· Handling email, online & phone enquiries and requests
· Setting up Direct Debit and manual instalment plans,  Addacs updates
· Setting up pre-summons arrangements and Special Arrangements on summonses

Brent Council, London Borough of Brent, Civic Centre, Engineers Way, Wembley, HA9 0FJ
Mar 2022 – Sept 2022 Revenues Officer/Council Tax
· Handling Incoming Council Tax phone and correspondence queries
· Setting up Direct Debits, Cash Instalment plans & SPAs
· Applying Student discounts/exemptions & Single Occupier discounts
· Processing Move Out/In requests

Ealing Council, Perceval House, 14-16 Uxbridge Road, London, W5 2HL
Oct 2018 – Nov 2019 Customer Accounts Officer – Council Tax Arrears/Business Rates
Nov 2019 – Mar 2022 Corporate Collections & Housing Benefits Overpayment Officer

· Processing Invoices for sundry debts
· Totalling daily cash income and preparing reports for management team
· Handling incoming phone calls, emails and voicemails from customers and internal departments 
· Pro-active contact with customers to recover council tax arrears and unpaid invoices
· Recover council tax arrears, Non-Domestic Rates & Business Improvement District (BID) balances
· Maintain accurate Council Tax records of payments and arrangements (including those made at Liability Order and Committal court hearings
· Assist the Recovery Manager and Senior Officer in representing the Council in court proceedings & make payment arrangements with customers at the Magistrates Court
· Communicate with customer contacts, internal colleagues and departments in a professional manner
· Check and issue bills, recovery notices, enforcement documents and enquiry forms to ensure prompt collection and enforcement of Non-Domestic Rates, BIDs and Council Tax - including the referral of cases to enforcement agents (bailiffs) and other appropriate proceedings
· Ascertain and check all necessary information, using permitted sources by liaising with other Local Taxation and council sections and outside organisations, to carry out further enquiries/investigations 

Catalyst Housing Group, 26–30 Uxbridge Rd, London W5 2AU
Dec 2017 – Dec 2017 Anti-Social Behavioural (ASB) Administrator

· Reduce the backlog of open ASB cases
· Interview complainants
· Draft and send written correspondence to complainants 
· Update Orchard system with information obtained from the complainants
· Close resolved ASB cases

Network Homes, Olympic Office Centre, 8 Fulton Road, Wembley, HA9 0NU
Feb 2017 – Mar 2017 Housing Administrator

· Provide administrative support to the to the Director of Operations and the Neighbourhood teams 
· Create & manage excel spreadsheets logging repairs reported & updating each step of the process through to completion & also liaise with repairs contractors  
· Manage and update the team mailboxes on a daily basis, ensuring that email enquiries are responded to in a timely fashion
· Manage the EDM in-tray and the CRM process

Hounslow Council, 81-82 Bedfont Lane, Feltham Middlesex, TW14 9BH
Jul 2016 - Dec 2016 Temporary Business Support Officer / Housing Receptionist 

· Responsible for providing the direct customer facing service to residents of differing tenures
· Capturing initial customer data utilizing CRM and responding effectively to a wide range of enquiries
· Advise on a range of issues including succession, change of circumstances, homelessness, repairs and adaptations, benefits and transfer of tenancy
· Mediate with tenants to recover and reduce rent arrears & produce Universal Credit & APA reports for senior management
· Voids & lettings processing, home visits, property inspections & administration
· Carry out initial interviews with residents reporting incidents of racial harassment, domestic violence & other forms of anti social behaviour and hate crime
· Dealing with tenants, leaseholders and temporary accommodation issues & offering homeless advice where required, to resolve residents issues at the first point of contact
· Process customer payments & assist in the calculation of direct debits & standing orders offering advice to residents on a wide variety of payment options to maximise the collection of Council income


Harrow Council, Civic 1, Station Road, Harrow, HA1 2XY
Feb 2016 – Apr 2016 Temporary Notice Processing & Complaints Officer 

· Responding to Penalty Charge Notice (PCN) complaints and appeals
· Processing warrants and PCN debts
· Allocating and responding to Parking Enforcement emails 
	
Brent Council, London Borough of Brent, Civic Centre, Engineers Way, Wembley, HA9 0FJ
Dec 2014 – Oct 2015 Interim Contract Operations Manager (Notice Processing)

· Managed the department’s complaints process & team - I logged, allocated & handled MPs complaints, Freedom of Information Requests (FOIs) & PCN complaints from various sources.  I provided a quick and efficient service to the MPs office & to all complaints and FOIs ensuring that all dealings were in compliance with the complaints policy and the council’s guidelines & business plan.  I provided effective improvement plans & created regular reports for senior management
· Managed the parking services Notice Processing team providing back office support and administration to all elements of the operation to achieve high performance, productivity and effective operational delivery
· Responsible for the public interface with regard to all written enquiries, representations, and complaints in relation to penalty charge notice issue; encouraging a policy of ‘1st time fix’ in responses to appeals
· Managed KPIs and underperformance to ensure delivery of efficient, effective and high quality customer service 
· Developed and cross trained staff to improve the capability of staff within the work area
· Motivated and mentored the team to meet the requirements of the council’s business plan& ethos
· Managed the Parking Debt Registration Process & team, reducing the parking debt & increasing the parking income, Issuing of warrants and managing the interaction & reporting with the 4 bailiff companies
· Managed the effective use of resources, including the management of contractors & budgets
· Accountable for accurately reporting service performance
· Involved in the recruitment process – shortlisting, interviewing and induction of new starters

CP Plus Ltd, 10 Flask Walk, London, NW3 1HE
May 2010 – Aug 2014 Complaints & Customer Services Team Manager

· Managed a team of 6 advisors, handling PCN appeals & the processing of Parking Permits
· Responsible for managing & maintaining the complaints log, ensuring all complaints were logged, allocated to the correct manager, correctly investigated & responded to on time &in line with company policy & procedure
· Responsible for creating task processes and procedures and creating a central filing system where team and site information is readily accessible to the team
· Responsible for the recruitment and induction of new team members & temps when required
· Responsible for the management, organisation and co-ordination of the daily tasks & Quality Control
· Maintained effective relationships with the CEO, management team, service colleagues, contractors and external organisations such as the Debt Recovery Company
· Identified, recommended and implemented improvements to improve productivity and efficiency to deliver the highest standards of customer services to our customers, whilst continually assessing the effectiveness of the team, kept up to date with changes to individual site policies and amendments to client’s parking terms and conditions & tariff updates 
· Responsible for the ordering of stationary and office consumables and reconciling orders with the delivery notes and signing of invoices for payment
· Personally handled more complex appeals, complaints, enquiries & client queries/requests 
· Motivated, developed, coached, trained, and formally appraised employees to set performance standards, recognise achievement and deal with performance issues by conducting monthly reviews and providing regular feedback, highlighting team members strengths and weaknesses & creating action plans when required
· Analyse information, monitor performance and make recommendations for continuous improvement to meet targets, ensuring that personal and team KPI targets and deadlines were achieved
· Monitoring absences and authorising annual leave requests ensuring that productivity and quality of service is not compromised
· Prepare and present reports and management information relating to PCN income, refunds, volume of appeals received, PCN cancellations and any other aspect of the team’s work
· Able to listen carefully, and assimilate information quickly and ask clarifying questions and provide accurate information
· Remained calm in pressurised circumstances and dealt with difficult situations face to face and over the phone


EDUCATION, TRAINING & CERTIFICATES:
Jun 2019		Mental Health First Aid Certificate	
June 2007 		IT Service Management Foundation Certificate 
2005-2006		Learndirect Adult Numeracy OCR Level 2 
2001-2001		Facilities & Health & Safety Course Certificate
1999-2000	Customer Services Certificate & Microsoft Office User Specialist -n Word 97 -
Call Centre Schools Ltd  
1998-1999		Business & Administration NVQ 2 - Training & Business Group 
1997-1998	GNVQ/Advanced Level - Scheidegger 1 year Home study Course in Information Technology, Multi Media, Desk Top Publishing, The Internet, Networking, B.A.S.I.S. Programming, Windows and Health and Safety in I.T. 
1991-1992		RSA Stage 1 qualification in Computer Literacy and Information Technology 
1983-1985		Diploma in Office Studies - Hammersmith & West London College 
June 1983		CSEs - English, Maths, Typing, Commerce, Human Biology & Child Care 

