CALICO HOMES LTD
JOB DESCRIPTION

POST TITLE:
Income Management Officer

     GRADE:  5
SERVICE AREA:
Neighbourhood Services

JOB PURPOSE:

To comply with company policy and procedures in relation to the prevention

and recovery of income outstanding to the company.

Work alongside colleagues in the neighbourhood’s team to minimise customer debt whilst maximising sustainability of tenancies.  

To build and maintain effective liaison arrangements with customers,

colleagues, the Council, DWP and other relevant bodies to assist customers in

meeting their financial obligations to the Company.

RESPONSIBLE TO:
Income Management Co-ordinator
RESPONSIBLE FOR:
None

KEY DUTIES AND RESPONSIBILITIES:

1. To comply with and implement all stages of the Company’s income management policies and procedures, and meet agreed service standards in relation to current and former tenant debt. Responsible for the initiation of legal action, attendance at court and at execution of warrants for possession.
2. To contribute to the wider neighbourhood team’s target of reducing tenancy terminations.
3. To be actively involved in Calico’s work to address financial inclusion within its customer base, in line with the Tenancy Sustainment Strategy & action plan. 
4. To work closely and liaise with the Council, Department for Work & Pensions and other relevant organisations to ensure take-up of housing and other benefits and access to specialist welfare benefit advice / debt counselling.
5. To undertake Housing Benefit and Universal Credit verification for customers, ensuring information is provided within a prompt manner and followed up until financial matters addressed.

6. To be a visible presence on the Company’s estates, developing knowledge of customers and building effective relationships with them including acting as an advocate for financial matters.
7. To liaise with relevant agencies, e.g. Social Services departments and the Council’s Housing Options staff, in relation to the welfare of children or vulnerable persons where issues arise and through all legal action.
8. To deal with referrals from, and to work closely with colleagues across the Company, providing advice and support in order that they can effectively deal with customer enquiries, and carrying out visits arising from these.
9. To deal with correspondence and telephone enquiries on matters relevant to the job purpose.
10. To provide and present advice and information to Tenants’ and Residents’ Organisations and to work in accordance with any Agreements entered into by the Company with tenants or with outside agencies.
11. To maintain and keep updated comprehensive records and files in all work areas.
12. To assist in developing policies and procedures appropriate to the Company’s needs in respect of services provided to the area.

13. To undertake training relevant to the post as required.
14. Whilst the post is formally within core business hours there maybe occasions whereby there is a need to work outside of these for the benefit of customers.
15. To undertake such other duties as may be required to fulfil the job purpose, and which are commensurate with the salary grading and skill level of the post.
Corporate Responsibilities

16. Responsible for ensuring communication is clear, concise, and complete, promoting a positive atmosphere both internally and externally. 
17. To provide cover for other members of the team as required and to contribute to the achievement of team, service and Company objectives and targets.

18. To contribute to continuous improvement of the service and provide excellent customer service.

19. To interpret existing and proposed legislation as it affects all issues relevant to areas of responsibility and report to the Income Management Co-ordinator on possible effects and solutions.
20. To be familiar with, and always comply with, any legislative or regulatory requirements relating to the service provided.

21. To be familiar with, and always comply with, any legislative or regulatory requirements relating to Health and Safety at Work.
22. To be proactively involved in Corporate activities, to make an effective contribution to the successful achievement of the group’s aims and objectives.

Footnote

This Job Description summarises the major responsibilities of the post. It is not intended to exclude other activities, nor future changes from the postholder’s responsibilities.

CALICO HOUSING
CALICO HOMES
PERSON SPECIFICATION

Post:
Income Management Officer



	Selection Criteria
	Essential/

Desirable

E/D


	Method of Assessment



	QUALIFICATIONS


	1.
	Good general level of education to GCSE standard or equivalent
	E


	A

Production of Certificate



	2.
	Full or part housing qualifications, e.g. BTEC National, CIH
	D
	A

Production of Certificate

	EXPERIENCE


	1.
	Experience of income management.


	D
	A/I

	2.
	Experience of financial Inclusion & Welfare Reform

	E
	A/I

	3.
	Experience of housing management with a Registered Social Landlord or Local Authority.


	E
	A/I

	4.
	Experience of court attendance.


	D
	A/I

	5.
	Experience of office systems and procedures.


	E
	A/I

	6.
	Experience of using PC’s and computer networks.


	E
	A/I

	7.


	Experience of verifying HB & UC claims
	D
	A/I

	8.
	Experience of working in a target driven environment
	E
	A/I



	9.


	Experience of working to support customers / communities through tenancy / money matters issues
	E
	A/I

	SKILLS AND KNOWLEDGE


	1.
	Effective and systematic organisational skills, ability to prioritise workloads & meet deadlines.


	E
	A/I

	2.
	Ability to communicate clearly to staff and customers, verbally and in writing.


	E
	A/I



	3.
	Ability to understand and interpret basic accounts (rents/service charges).


	D
	A/I

	4
	Awareness and understanding of the financial pressures that require the Company to be vigorous in preventing and pursuing debt 


	E
	I

	5.
	High degree of self-motivation, initiative and flexibility. 


	E
	I

	6.
	Ability to work effectively as part of a team.


	E
	I



	7.


	Ability to work with customers on a wide range of money matters issues at one time to endure a ‘whole’ approach to resolving  financial concerns


	E
	A/I

	8.
	Knowledge of the government’s agenda and initiatives for Housing / Welfare Reform / Financial Inclusion.


	E
	A/I

	OTHER


	1.
	High level of commitment and enthusiasm for future success of the Company/commitment to continual improvement through training.


	E
	I

	2.
	Demonstrable commitment to Equality and Diversity.


	E
	I

	3.
	Commitment to Customer excellence and the delivery of quality services.


	E
	I

	4.
	Ability to be flexible in hours worked.


	E
	I

	5.
	Possession of full current driving licence.


	D
	Production of Licence




	BEHAVIOURS:

The following behaviours describe how we expect staff to go about their work in a day to day basis.  These behaviours help to create a workplace where everyone who works with Calico has the opportunity to learn and grow their talents in an environment where they feel valued and supported and where their efforts are rewarded and recognised. These behaviours will be assessed during the interview stage.



	Passionate about customers

Customer focus is at the heart of what we do at Calico. This can be whether you deal with customers who live in our neighbourhoods or internal customers from other teams or partner organisations. 

Rising to the challenge

Calico is an ambitious organisation that is determined to keep improving. This means that every member of staff should be supported to work at a pace and level that enables us to bring about the positive changes we want to achieve. 

Committed to Calico

We all need to get the best out of our time at work and also put the best of ourselves into the work we do. To make sure we continue to achieve as an organisation we need dedicated staff to keep us moving forward. 

Maximising Potential

There are always opportunities for us to work smarter, not harder, and that’s exactly what we need to do to make sure everybody achieves their potential. This means showing a willingness to try new things and put things right where necessary. 

Inspiring leadership

We need confident managers who communicate honestly and appropriately, who lead by example and deliver on promises. They need to motivate, support, challenge and reward their teams to achieve high performance and coach their staff to unlock and develop their full potential   


	E

E

E

E

E
	I

I

I

I

I




Method of Assessment

A 
Application form

I
Interview

P 
Presentation

W 
Written Exercise

S
Skills test 

C
Production of Certificates

Equality Act (2010)





If you are a disabled applicant or an employee who has become disabled and this will affect your ability to do any of the above duties the Company will consider making some changes it thinks are reasonable.





Examples of changes may include providing equipment, making alterations to the workplace or changing some parts of the Job Description.
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