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Team: 	Communities - Income Management
Report To: 	Income Management Supervisor 
Grade: 	SH6
	Overview: 
The main purpose of this role is to maximise Salix Homes income collection providing a high quality customer focused service in respect of rent recovery and providing support and advice in order to assist customers to be able to pay their rent and to sustain their tenancies.

	Responsibilities: 
Customer Satisfaction
Proactively engage with customers to promote a positive payment culture in order to maximise income to Salix Homes and assist customers to sustain their tenancies.

Work in partnership with other Salix Homes teams including the neighbourhood teams regarding individual arrears cases to ensure appropriate judgements are made about how to deal with breaches of tenancy.

Build proactive partnerships with external support agencies to promote take up of benefits and ensure customers receive appropriate benefits and debt advice.

Build relationships with DWP and housing benefit to support customers with their benefit claims.


Legal and Regulatory Compliance
Build and maintain knowledge of relevant legislation relating to Income Management, tenancy management and welfare benefits.

Build a full knowledge of Salix Homes income management policy and procedures and Northgate income management escalation process and apply these accurately and efficiently ensuring all records and case notes are maintained accurately in line in the Data Protection Act and Salix Homes Data Quality standards and strategy.

Contribute to the development of Income Management policy and procedures which support the business in achieving its objectives.

Promote a safeguarding culture within Salix Homes, including the safeguard and promotion of the welfare of children and vulnerable adults in carrying out the income managements team’s functions and support the designated safeguarding leads to achieve excellence in safeguarding.


Efficiency and Value for Money
Maximise income by ensuring prompt payment of rent and service charges due to Salix Homes.

Maximise income by providing advice and support to customers in relation to welfare benefits, debt advice and money advice.

Assist in the identification and development of projects which support service development, performance improvement and maximise rent collections.





Service and Products
Monitor rent arrears and take appropriate action to ensure that income is maximised and that performance on income recovery meets set targets.

Provide support and advice to ensure customers claim all the benefits to which they are entitled and receive appropriate support in relation to welfare benefits and advice.

Prepare and issue legal notices in line with Housing Act 1988 and any subsequent legislation.

Obtain all relevant and necessary information required to present Salix Homes’ cases in the County Court in accordance with the pre-court protocol.

Prepare and present evidence required for Starter Tenancy review panels.


Continuous Improvement
Provide support and assistance to colleagues within the team through training, coaching and adopting good team ethics.

Identify problems and generate solutions to continually improve and develop customer service delivery.

Responsible for the knowledge and understanding of own personal and team objectives and priorities and how the role contributes to achievement.

Embrace and participate in own personal development initiatives in order to increase skills and knowledge to ensure that objectives and targets are met.
Click or tap here to enter text.


	Profile Fit: 

This role would suit someone who is passionate about income management and debt management and who thrives meeting demanding targets. You would be comfortable using your own initiative, able to adapt to changing work demands and complex challenges. You will have daily interactions with customers and need to be comfortable dealing with difficult conversations.

	

This role would not suit someone who is uncomfortable meeting demanding targets and work load. It would not suit anyone who is not comfortable working closely with customers.



	Main Stakeholders: 

Team Leaders / Supervisors
Third Party Suppliers
Employees
	

Customers
Leadership Team
Executive Directors
 




	Person Specification
	

	Customer Satisfaction

Experience of working in a customer focused environment with a proven track record of delivering excellent customer services to a diverse community.

Experience of developing good working relationships with other internal teams and external partners such as housing benefits, DWP, CAB etc.

Able to demonstrate experience in conflict resolution and handling difficult customers remaining calm when dealing with difficult or aggressive customers in order to achieve a successful resolution.

Ability to work flexibly to meet the competing demands of the service.


Legal and Regulatory Compliance

Extensive knowledge of relevant legislation relating to Income Management and tenancy management.

Knowledge and experience of income management policies and procedures.

Knowledge of safeguarding and safeguarding responsibilities.

Knowledge of data protection act and understanding of importance of data quality.


Efficiency and Value for Money

Experience of successfully meeting individual set targets for rent collection, arrears reduction and arrears arrangements.

Demonstrate experience of organising own workload and working in a pressurised front line and back office environment.


Service and Products

Experience of debt recovery and arrears management.

Experience of conducting interviews with customers including carrying out home visits, telephone contact, and letter writing, ensuring appropriate tailor made solutions are offered in the best interest of the customer in accordance with policy, best practise and relevant legislation.

Knowledge of welfare benefits and debt advice and experience of providing support and advice to customers in these key areas.

Experience of handling complex cases including recovery of arrears and preparation of paperwork for legal proceedings.

Experience of delivering excellent customer service in a front facing service.





Continuous Improvement

Track record of improving own personal development, whether personal or professional and a desire to continue training, learning and development.

Skills and knowledge to contribute fully to the teams effort, providing support and cover for team members.

Ability to keep others informed of progress against agreed deadlines and targets and seeks and values feedback on own performance.

Experience of providing support and assistance to colleagues through training, coaching and mentoring.





	☐	By ticking the box you agree that you have read, understood and accepted the content of this document.

	Signed: 
	
	Date: 
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