



Gravesham Borough Council

	Division:
	Housing & Operations

	
	

	Department:
	Housing

	
	

	Section:
	Housing Income

	
	

	Post Title:
	Housing Officer (Income)

	
	

	Grade:
	4,5,6 (Career graded with a bar at the top of 5, depending on relevant experience / qualification). 

	
	

	
	







Job Description

Job summary

To maximise income due to the Housing Service through the effective management of tenant rent accounts and any relevant sub accounts, which will include proactive early interventions with tenants, up to date benefit advice, negotiating repayment plans and pursing legal action where necessary.
The Housing Officer (Income) will be required to manage a caseload of accounts and take the appropriate action in accordance with the Councils policies, procedures and legislation. 

Main Activities
1. Tenant Arrears

· To ensure the efficient and effective collection of all charges in order to keep debt levels within agreed targets using proper and effective management of rent/ service charge and sub accounts.
· To proactively contact customers by telephone, email, letter and the customer portal to resolve their debt issues and negotiate repayment arrangements, always ensuring that maximum affordable amount is agreed.
· To be responsible for the promotion of the most appropriate payment method for a customer and updating the system records accordingly and actions are accurately recorded
· To provide advice to the customer regarding the implications of breaching their tenancy, using knowledge of housing law, statutory and regulatory obligations and welfare reform to form decisions.

· To make decisions to ensure that cases are escalated through the stages of the process at the appropriate time, including cases requiring court action or with the necessary authority applications for eviction. For cases of former tenants this will include instructing trace and debt recovery agencies. 

· To complete the required court administration ensuring the officers have all of the necessary information and documentation to progress the case.

· To represent the Council at Court and carry out evictions (DIY Possession). 

· To actively encourage customers to take responsibility for their Housing benefit or Universal Credit claim, giving support to those whom are considered to be vulnerable.
· For customers identified as vulnerable, the Officer must identifying their support needs, liaising with and signposting to appropriate external agencies to ensure the necessary support is received.
· To work in partnership with other departments of the council to resolve problems that fall beyond housing management powers to ensure that debts are reduced and income is maximised
· To liaise and work in partnership with external agencies such as Mediation services, Mental Health, Police and partnering social landlords to ensure that debts are reduced and income is maximised.
· Submit cases to manager for write off in accordance with the Councils policies and procedures.
· To action debt cases in accordance with policies and procedures, ensuring that clear and comprehensive notes are always recorded. Records should be concise and up to date to ensure that any statistics and reports can be prepared as necessary.
· Take ownership and accountability for performance, ensuring that a high quality service is delivered and KPI’s are adhered too.

· Maintain a current knowledge of policy, practice and legislation relating to Housing Management and contribute towards the department’s aims and objectives.
· Progression to Grade 6 – being able to interview customers with complex debt situations whose situation is worsening and working in partnership with a multitude of agencies to assess repayment agreements.

· Progression to Grade 6 – to be able to contribute to the Council’s policies and procedures.
2. Rechargeable Repairs / Sundry Debts
· To be responsible for the collection of debt related to DSO Building Management, keeping a full and detailed record of all actions taken and all contact with tenants.

· To provide a monthly report on debt collected to the DSO Building Management team.
· To ensure that all debt related to DSO Building Management is dealt with following the correct policies and legislation.

3. Enforcement Action
· The Income Officer will be responsible for taking enforcement action in cases where legal and non-legal remedies are appropriate to control debt levels.
· To undertake appropriate enforcement action using both legal and non-legal remedies.
· Working with the Housing Management Team when proceeding with legal action, to ensure that any other tenancy breaches have been taken into account and included within any legal notices and court proceedings.
· Represent the Council in court in possession and other proceedings relating to current tenant debt.
· Instruct and manage trace and debt agencies with regards to the collection of former tenant and sundry debts.
· Progression to grade 6 – preparing and presenting a range of housing management and housing income issues in Court. 

4. Recording & Reporting Information 

· To complete statistical information to monitor performance as directed by the Housing Income Manager as requested. 
· Ensure that customer information is collected, reviewed and monitored on a regular basis. 
· Progression to Grade 6 - Assist in the development of new initiatives that aim to prevent household debt.
5. General
· To participate in the Tenancy Audit programme of work and carry out visits to council properties to undertake checks. 

· To have a general understanding of all Landlord Services so that advice and support can be given to tenants at the first point of contact. 

· To undertake system administration duties as and when required to support the service, IT system and potential process changes.   

· To contribute to the development and overall performance of the Housing Income Team, and its operation to ensure the cost effective delivery of high quality services

· To ensure that service is in accordance with the regulatory standards framework, contractual arrangements, good practice, Standing Orders, Financial Regulation and legislation
· Undertake additional training or vocational qualifications as required. 

· To carry out such other duties as may be required of you, commensurate with the grade and level of responsibility, as directed by management.

· To participate as required in the Council’s Emergency Planning Operations which may involve duties outside the post holder’s normal job description and contracted hours.  In the event that an incident has occurred which disrupts the council’s ability to deliver it’s critical functions, the post holder will be expected to participate in the recovery stage which may include undertaking duties within the post holder’s competencies in other departments and/or at other locations.

· A commitment and contribution to the Council’s Equal Opportunities Policy is an essential requirement of the post.

· The post holder will carry out all duties and activities having regard to the provisions of the Health and Safety at Work Act 1974, and in accordance with any instructions from senior members of staff under that Act or any Council or Departmental Codes of Practice or Procedures.

· The post holder must ensure that data quality and integrity is maintained and that data is processed in accordance with council policy, the Data Protection Act, the Freedom of Information Act and other legislation

· The post holder will comply with Statute and Council Policy in all respects.

· An awareness and commitment to section 17 which places a statutory duty on police and local authorities to work in partnership to reduce crime and promote community safety. It is also required that community safety is to be a thread running through all functions of the LA.
· A commitment to excellent customer service and the values of the Council.
· Progression to Grade 6 – to be able to apply experience of working within a housing management setting to be able to provide cover for the Tenancy Management Team. 

· Progression to Grade 6 - to contribute to the ongoing development of procedures that ensure continuous service improvement to meet the needs of customers, regulators and other stakeholders.
PERSON SPECIFICATION

	Characteristic
	Specification

	
	ESSENTIAL
	DESIRABLE

	SKILLS/ABILITIES

(Specific skills and abilities required to undertake the duties)
	Ability to make informed decisions and to communicate these to other team members. 
Prioritise workloads and meet deadlines. 


Fully conversant with use of technology in a housing management setting. 

Ability to diffuse difficult situations 

Able to make decisions balancing the needs of individuals with those of the wider community and the Council’s priorities

Ability to negotiate to ensure the best outcome for the tenant and Council. 

Report writing skills to interpret complex information in an easy to understand, plain English format. 

Ability to commence and progress legal action for both rent arrears and housing management issues ensuring the all breaches of tenancy can be dealt with in a consistent and timely manner.
Progression to Grade 6

Ability to applying the experience of working within a housing management setting to provide effective cover for Tenancy Management / Housing Officers as and when required, utilising housing management skills and abilities.
	Experience of working within a housing management setting.
Significant experience of negotiation and managing difficult situations.
Report writing within a housing management setting.

	KNOWLEDGE

(Particular knowledge which will be necessary to perform the work effectively, e.g. of specific legislation or regulations)
	Pre-Action Protocol for rent arrears possession claims
Department of Work & Pensions guidance on housing benefits including Universal Credit. 

Up to date, proactive debt management and recovery techniques. 

Working with vulnerable groups and those with complex needs. 

Knowledge of the common Housing Management issues that may lead to legal action needing to be taken and the protocols that would need to be followed in order to commence any formal action
Progression to Grade 6

Up to date and working knowledge of The Housing Act 1985 & Landlord & Tenant Act 1985, that can be represented via the form of a formal qualification or training.
	Significant experience of safeguarding and working with vulnerable groups
Significant experience of the welfare system.
Experience of progressing housing management legal cases to court.


	QUALIFICATION

TRAINING
(Educational/vocational qualifications and other training)

Verification will be required
	Good standard of education to GCSE level, English & Maths grade A-C
Progression to Grade 6

Relevant formal CIH or equivalent Housing Management or Income Related Qualification
	Housing Management Qualification

	EXPERIENCE

(Level and type of previous experience)
	Managing debt in a social housing / local authority setting
Working in a busy front line service

Dealing with conflict and difficult situations successfully

Multi-agency working

Progression to Grade 6

At least five years’ experience in a housing income / management role, at a similar level 

Preparing and presenting cases and representing the Council in Court for both a range of housing income and management issues, both using PCOL and representing cases in Court.
Interviewing customers in assessing complex debt situations that are further reaching than arrears and will involve partnership working with a multitude of agencies to assess potential repayment agreements.
	Significant experience of preparing cases for Court
Significant experience of attending and representing an organisation in Court.


	QUALITIES

(Particular qualities necessary to carry out the works, e.g. ability to work under pressure or work co-operatively in a team)
	Customer focussed

Practical and realistic
Methodical in dealing with case work

Flexible in approach to work 

Empathetic to debtor’s personal circumstances. 

Resilient under pressure


	Experience of dealing with case work
Experience of working under pressure

Experience of working in a customer focussed environment

	SPECIAL CONDITIONS

(e.g. willingness to work unsocial hours or wear  a uniform)
	Full driving licence and use of own vehicle
May need to work outside of traditional office hours but with the Councils flexible working hours to contact tenants at a more convenient time. 
	Knowledge of local area


