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	Job Title:
Income Officer

	Service: 
Housing


	Directorate:
Inclusive Economy & Housing

	Job Number: 


	Grade: 
SO1 
	Date last updated:  
October 2020



	EQUALITY AND DIVERSITY

	We are committed to and champion equality and diversity in all aspects of employment with the London Borough of Newham.  All employees are expected to understand and promote our Equality and Diversity Policy in the course of their work.  


Overall Purpose of Job

To provide a Housing collection and income recovery from Leaseholders, tenants and former tenants in permanent and temporary accommodation

To provide an effective rent service that maximises income collection and recovery whilst providing a customer focussed service for tenants for a range of housing provided by the council including permanent and temporary accommodation.
Job Context

1. The post holder reports to Resident Services Manager.

2. The post holder has no line management responsibility. 

3. The post holder has no direct budgetary responsibilities. 

Key Tasks and Accountabilities

Key tasks and accountabilities are intended to be a guide to the range and level of work expected of the post holder.  This is not an exhaustive list of all tasks that may fall to the post holder and employees will be expected to carry out such other reasonable duties which may be required from time to time. 

1. To proactively manage a caseload of accounts to prevent arrears and recover housing debts and other associated sub-accounts, across a range of types of permanent and temporary accommodation properties, managing all aspects of the debt recovery process.
2. To ensure debt recovery in cases of present and former unauthorised occupation, maximising the collection of use and occupation charges.
3. To undertake home visits to deal with any aspects of the post.
4. Provide advice to members of the public on income recovery, breaches of tenancy or Lease conditions, former tenant debt recovery and the process to deal with them ensuring you act in line with council policy and legal responsibilities.  Working with occupiers to find solutions to reduce their levels of debt and assisting them to claim housing and other welfare benefits, such as Universal Credit.
5. To manage Universal Credit rent verifications, applications for Alternative payment arrangements and managed payments, via a secure mailbox and the DWP Landlord portal
6. To take effective arrears enforcement action where present and former occupiers do not clear balances in full, or reduce levels of indebtedness, including serving notices, preparing statements and giving evidence in court and covering court/Tribunal cases for colleagues during periods of absence.  

7. To investigate cases where former residents need to be traced and where necessary refer them for debt recovery or recommend write off procedures are followed. To ensure enforcement orders are effectively implemented and debts collected and parties informed of the outcomes, including the updating of former accounts. 
8. To carry out evictions or forfeitures, where possession has been obtained, including arranging for accommodation to be secured and goods stored and offering advice on homelessness to those evicted.  

9. Contribute to the delivery of a cost effective service maximising the efficient use of resources and considering the financial implications of decisions.

10. To accurately and promptly maintain systems for recording information including IT or manual systems used by the service and comply with monitoring requirements and provide management information and reports as required.

11. To provide a customer focused rent and debt recovery service that responds to the diverse needs of Newham’s residents and leaseholders and adapts to meet customer’s needs in terms of accessibility and support to vulnerable groups and those who are financially excluded.   

12. To deal effectively with telephone calls, correspondence, requests for information, enquiries and complaints about the service from customers, managers and colleagues, partners and stakeholders and respond promptly and appropriately, within agreed deadlines.  

13. To liaise with colleagues and external partners as required to deal with operational service issues, including attendance at meetings, participating in projects and service improvement initiatives.

14. To ensure that all set personal targets and objectives are met, while ensuring the effective and efficient running of the team including cover for absence and participating in duty rotas and interview cover arrangements within the Collection Services.
15. To carry out any other duties commensurate with the purpose of the role, as directed.
15.
The post holder may be required to work evenings, weekends and occasional       public holidays, in order to meet the needs of all service users and stakeholders.
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	Job Title:

Income Officer
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Housing 



	Directorate: 

Inclusive Economy & Housing

	Job Number: 


	Grade: 

SO1 
	Date last updated:  

October 2020



	IMPORTANT INFORMATION FOR APPLICANTS

	The criteria listed in this Person Specification are all essential to the job.  Where the Method of Assessment is stated to be the Application Form, your application needs to demonstrate clearly and concisely how you meet each of the criteria, even if other methods of assessment are also shown.  If you do not address these criteria fully, or if we do not consider that you meet them, you will not be shortlisted.  Please give specific examples wherever possible.

 


	CRITERIA


	METHOD OF ASSESSMENT

	EQUALITY AND DIVERSITY

	We are committed to and champion equality and diversity in all aspects of employment with the London Borough of Newham.  All employees are expected to understand and promote our Equality and Diversity Policy in the course of their work.  

	KNOWLEDGE:

Knowledge of housing legislation and case law, particularly as it relates recovery of rent and leaseholder debts.

A broad knowledge of housing policy and services, a good understanding of the operation of a local authority and, in particular, its statutory duties in housing management.

Knowledge of county court and/or first Tier Tribunal procedures.

Knowledge of methods to achieve effective rent recovery and of housing and other welfare benefit regulations.


	Application form/Interview
Application form / Interview / test

Application form/Interview
Application form/Interview


	QUALIFICATIONS:

Non specific.

	

	EXPERIENCE:
Experience of an aspect of Credit control or housing income collection such as rent recovery.

Experience of working to strict policy and procedural requirements.

Experience of effectively using a range of ICT systems to manage your work.
	Application Form / Interview 

Application Form / Interview 

Application Form / Interview 



	SKILLS AND ABILITIES:

Effective communication skills, both verbally and in writing in order to respond to queries and complaints and deliver an excellence in customer service.

Strong math and English skills, to enable effective debt recovery work to be undertaken.
The ability to build good working relationships and deal effectively with internal and external customers of the council in line with council policy.
The ability to plan and prioritise your own workload to ensure deadlines are met, operating in a highly pressurised environment.
Able to analyse customer debt issues and support them to find solutions, generally without the aid of supervision.
An understanding of the financial implications of decisions and recognition of the need to consider value for money and financial consequences in carrying out this role. 


Able to meet or exceed targets and deadlines and deliver an effective service.


	Application Form / Interview / Test
Application Form / Interview / Test

Application Form / Interview
Application Form / Interview 
Application Form / Interview / Test
Application Form / Interview 

Application Form / Interview 



	PERSONAL STYLE AND BEHAVIOUR:
Regularly reviews, and takes responsibility, for the quality of their service and acts upon feedback to improve both quality and delivery.
Is proactive in generating ideas and provides solutions across the service.
Brings out the best in team members as a leader or a peer. 

Delivers what they promise and continuously strives to improve performance.  

Aware of their own responsibilities and accountabilities and takes responsibility for their own actions. 

Leads by example and sets a positive example for others to follow; is enthusiastic, approachable and motivational. 


	Application Form / Interview 

Application Form / Interview 

Application Form / Interview 

Application Form / Interview 

Application Form / Interview 

Application Form / Interview 



	OTHER SPECIAL REQUIREMENTS:

The post holder may be required to work evenings, weekends and occasional public holidays.

	Application Form / Interview 




