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London Borough of Tower Hamlets Job description

	JOB TITLE:
	Income Recovery Officer

	GRADE:
	PO1 – indicative

	POST NUMBER:
	TBC

	DIRECTORATE:
	Place

	SERVICE:
	Housing Options Service, 
Housing Management & Procurement

	TRAVEL
	Travel allowance payable
Casual car user allowance payable

	RESPONSIBLE TO	:
	Income Recovery Team Principal

	RESPONSIBLE FOR:
	N/A

	


	DBS Basic / Enhanced check not required
This post is not politically restricted 

	JOB SUMMARY:	
	To assume responsibility for a portfolio of temporary accommodation and its occupants, ensuring licensees in temporary accommodation adhere to the terms and conditions of the licence, paying particular attention to rental payments

To undertake all duties relating to the efficient management, prevention and collection of arrears with the clear objective to keep arrears at the lowest possible levels.

To ensure that households in temporary accommodation are maintaining a satisfactory rent account in order to be moved on into more settled accommodation, providing advice on their move-on options, welfare benefits, employment and including but not limited to, ensuring that full financial assessments are undertaken to ensure that any move-on from temporary accommodation is suitable first time round.

To assist with moving households in temporary accommodation into more settled accommodation by ensuring that rent accounts are in a satisfactory order, and including but not limited to ensuring that a full financial assessment has been undertaken and that the household’s income is maximised by providing the appropriate support and advice



	ROLE REQUIREMENTS:
	[The role requirements are the duties and responsibilities that are specific to the job. If a duty is required to be carried out infrequently this should not be recorded as this list is not exhaustive]

	1. 
	Maximise income through the effective monitoring of rent accounts and recovery of current arrears in accordance with procedures or as directed, identifying problems of collection and where appropriate, take remedial action, liaising with Housing Benefits and the DWP to ensure a coordinated  and integrated approach to arrears management carrying out all the administrative aspects of arrears management and debt recovery promptly, accurately and in line with agreed procedures, practices, targets and financial regulations.

	2. 
	Administer and collect current and former arrears, identifying problems of collection and where appropriate, taking remedial action

	3. 
	Carry out all the administrative aspects of arrears management promptly, accurately and in line with agreed policies, procedures and practices

	4. 
	Ensure that work is carried out to agreed Council policies and procedures in line with relevant financial regulations

	5. 
	To ensure customers receive, either directly or through referral to relevant teams/agencies, appropriate advice on their options, including dealing with obstacles to move-on, e.g. rent arrears or non-adherence with re-payment plans, providing information in advance of being rehoused into private rented sector/or other types of accommodation so that properties are suitable first time round.

	6. 
	To undertake appropriate enforcement action in response to all reports and evidence of breaches of licence conditions, including sub-letting, suspected fraud, failure to maintain the property in accordance with acceptable standards, anti-social behaviour and so on, in accordance with agreed procedures, practices, targets and financial regulations.

	7. 
	Prepare and issue pro-former documentation in accordance with procedures where possession or money judgement is being sought, attending court and providing evidence as required and carry out subsequent procedures arising from the decision of the court

	8. 
	To provide information as required to assist with the efficient progression of all verbal and written enquiries, complaints, statutory review requests, legal proceedings and other enquiries within the post holders sphere of responsibility 

	9. 
	To provide good quality advice to clients and their advocates on income maximisation and debt management. Where appropriate, to provide debt counselling and standard welfare benefits advice to clients, referring to specialist teams as appropriate.

	10. 
	Ensure that all enquiries and cases are progressed speedily and efficiently, including maintaining and updating relevant systems, and that all set targets are achieved whilst maintaining excellent customer service standards for all relevant client groups and contribute to year on year improvement of those standards

	11. 
	To ensure the efficient progression of all verbal and written enquiries/ complaints and gather information as required in order to help progress responses to review requests and other enquiries.

	12. 
	To provide good quality advice to clients and their advocates on income maximisation and debt management. Where appropriate, to provide debt counselling and standard welfare benefits advice to clients, referring to specialist teams as appropriate.

	13. 
	Ensure that applicants are informed of their responsibility for the payment of rent and other charges, and of the implications of non- payment, liaising with Housing Benefits and the DWP to ensure a coordinated and integrated approach to arrears management. This also includes but not limited to, advising the applicant of their responsibility as a tenant for when they move into their new tenancy

	14. 
	To ensure all case work is clearly and appropriately documented and record data and statistical information accurately and on time.

	CORPORATE RESPONSIBILITIES
	

	15. 
	Represent service area both internally and externally as required

	16. 
	To liaise with external bodies as required, including Solicitors, Citizens Advice Bureaux, GPs, landlords, other Local Authorities etc to respond to issues raised including liaison with internal and external agencies to minimise debt, and financial loss to the Council

	17. 
	Work closely with other services, including Health, Social Care, Probation and Third Sector agencies to help households maintain and/or re-establish local links and Community networks, and to address behaviours that may put their future tenancy at risk.

	18. 
	To contribute to the team plan particularly in regard to improving service standards and cost effectiveness

	19. 
	To effectively communicate the Council’s duties and policies to relevant stakeholders ensuring that all contact with stakeholders is fully recorded

	20. 
	Ensure excellent customer service standards are maintained for all relevant client groups and contribute to year on year improvement of those standards

	21. 
	Ensure that set targets are achieved, all information systems are kept fully up to date in accordance with procedures and that statistics and monitoring information are provided as required. Including but not limited to ensuring that contact with customers and other organisations is fully recorded and where possible, confirm advice given in writing

	22. 
	To provide information as required to assist the efficient progression of all verbal and written enquiries, complaints, statutory review requests, legal proceedings and other enquiries within the post-holder’s sphere of responsibility.

	23. 
	Ensure that service information is stored appropriately, public information is readily available and to comply with relevant data protection legislation and Policy

	PEOPLE
	[This should detail those aspects of that require contact and interaction with other individuals, either within the council and/or in outside organisations, and the intended outcome of this]

	24. 
	To liaise with internal and external partners as required, including but not limited to solicitors and advice centres, to respond to issues raised which include but not limited to financial hardship, welfare benefits and money advice in order to minimise financial loss to the Council

	25. 
	Assist and complete needs assessments taking into account views of service users and carers, developing and implementing support plans and identifying resettlement needs as and when required

	26. 
	To develop and share a comprehensive network of contacts across the public, private and voluntary sectors to improve partnership working

	SERVICE
	[This section will include requirements that the job holder may have in respect of quality assurance, continuous improvement, and the efficiency of the service]

	27. 
	Ensure that all duties and responsibilities are discharged in accordance with the council’s policies and procedures, Code of Conduct and relevant regulations and legislation.

	28. 
	Ensure excellent customer service standards are maintained for all relevant client groups and contribute to year on year improvement of those standards

	29. 
	To comply with the council’s equal opportunities and diversity policies ensuring anti-discriminatory practice within the service area

	FINANCE
	

	
	N/A

	PERFORMANCE
	

	30. 
	[This section needs to list the specific targets that are required to be met by the post holder and how these will be achieved]

	31. 
	To maintain personal and professional development to meet the changing demands of the job and participate in appropriate training/development activities including the council’s performance, development, and review scheme.

	32. 
	Ensure that households not in receipt of Housing Benefit/qualifying benefit are targeted for early intervention, assisting with claims and sign-posting to the relevant team/service (internal/external) 

	33. 
	Ensure case that are not on/entitled to benefits (housing benefits/qualifying benefit), including but not limited to benefit capped households, are prioritised for early intervention

	34. 
	Assist with preparing cases for write-off, monitoring the progress to ensure accounts are updated 

	35. 
	Participate in ensuring that targets are met and year on year improvements/savings are made



OTHER CONDITIONS: 

To maintain personal and professional development to meet the changing demands of the job and participate in appropriate training/development activities including the council’s ‘My Annual Review’ scheme. 

Ensure that all duties and responsibilities are discharged in accordance with the council’s policies and procedures, Code of Conduct and relevant regulations and legislation. 

To comply with the council’s equal opportunities and diversity policies ensuring anti-discriminatory practice within the service area.
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To undertake additional duties that may arise from time to time commensurate with the grade of the post.
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	Person Specification for the Post of
	
	
Essential (E)
or
Desirable (D) (if applicable)

	
Method of Assessment
A= Application Form
T= Test
I= Interview

	Knowledge


	An understanding of the duties owed to customers threatened with homelessness/actual homelessness under relevant legislation

Knowledge of the duties owed to the homeless under Part VII of the Housing Act 1996, the Homelessness Act 2002, Homelessness Reduction Act, and any other relevant legislation as applicable

Knowledge of Landlord and Tenant Legislation, the Housing Act 1985 and 1988, the Protection from Eviction Act 1977, and knowledge of Family law and welfare benefits.

Knowledge of the strategies for preventing omelessness and the main housing options initiatives, provided by both statutory and voluntary organisations

An awareness of the services available to customers seeking help and accommodation provided by other organisations, both statutory and voluntary, including those beyond housing such as health & well-being, employment & education

Good knowledge of the Housing Benefits/Universal Credit system and of the wider welfare benefits available to tenants and customers 

Knowledge of the principals and processes of managing rent accounts

Appreciation of the differing needs of customers who face sometimes difficult and stressful situations

The ability to undertake a range of processes and procedures involving workflow systems and maintenance of database information


	
	

	Qualifications
& Experience
	Demonstrable experience of working with customers giving advice within a housing or similar service

The ability to communicate effectively verbally and in writing to an excellent standard, giving advice and information sensitively and persuasively.

The ability to negotiate both with homeless people and on their behalf to broker housing solutions.

Good standards of literacy and numeracy 

Experience of working in a demanding environment with the general public

Experience of managing a housing patch or caseload in income management and tenancy management

The ability to work across boundaries in partnership with all housing sectors and partner agencies.

To have an understanding of welfare benefits and have a level of numeracy sufficient to give basic money and housing advice using available tools

Excellent IT skills, with the ability to use a range of databases and MS Word and EXCEL to produce a wide range of letters and documents and MS Outlook to process the full range of email and diary functions.

Experience of working with databases and working with document management and workflow systems
	
	

	Living the TOWER Values sets out the essential behaviours required of all staff.

	
	They are aligned to the organisation’s five TOWER Values
	

	We work TOGETHER across boundaries and with partners to achieve the best outcomes for Tower Hamlets

	Shares information and engages others in a timely way to achieve the best outcomes

Builds networks with key teams they work with, to ensure they achieve the best outcomes.
	
	

	We are OPEN and transparent

	Uses effective listening and questioning techniques to understand the needs of others and act accordingly.

	
	

	We are WILLING to challenge, innovate and be accountable

	Takes accountability for delivering own work, setting challenging goals for self.
	
	

	We empower each other to be EXCELLENT and go the extra mile

	Supports others to achieve a work-life balance and makes time for others when they need someone to listen to them.
	
	

	We RESPECT all communities, they are the heart of everything we do

	Actively listens to customers and takes steps to making things better for customers.
	
	

	Additional Requirements
	To meet exceptional business needs and a  willingness to work outside of contractual hours in the evenings and weekends with notice, unless there is good reason where this is not possible.

This post will require you to carry out home visits to properties both inside and outside of Tower Hamlets

To provide general cover as and when require or as directed
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