[image: image1.jpg]



JOB PROFILE:

 Income Advisor
RESPONSIBLE FOR:
 No staff
PURPOSE:


To be responsible for the collection and recovery of 


rent and arrears, former tenant arrears, alarm



arrears and shared ownership arrears with the 



emphasis on tenancy sustainment and tenant income 


maximisation.



To work within the Company’s Equality and Diversity Policy, Health and Safety Policy, Customer Service and Performance Policies ensuring that these are complied with throughout all activities within the scope of this role to ensure the highest standards of customer care.

Ensure that all activities undertaken are carried out to the highest standards of integrity and professionalism in accordance with the Company’s policies and procedures.

KEY ACHIEVEMENT AREAS:

	1.
	Provide an effective customer focused rent management service and arrears 

collection service in line with the company’s objectives, legal requirements and 

best practice.
To ensure upper quartile rent performance in line with company targets 

	
	

	2.
	Support residents by providing advice and assistance to enable them to maintain their tenancies. Ensure residents have access to information on welfare benefits and any other income available to them and refer to debt-counselling advice (or make referral to other agency) where necessary.  You will be expected to carry out basic income/expenditure assessments.
Where it is identified that a tenant requires assistance to access additional support you will be required to assist them with this for example completing grant applications, discretionary housing payment applications.

	
	

	3.
	Maximise income for us, by effectively identifying and managing arrears cases in an appropriate manner. Take early action to prevent arrears escalating.  Take action where appropriate to minimise rent arrears by issuing and serving Notice of Seeking Possession and completing court applications when required.


	
	

	4.
	Take effective action, including legal action in line with Company policy and procedures to prevent and collect arrears.

	
	

	5.
	Advise residents of their rent payments on the basis of their income, to ensure correct payments are made. Monitor payments made and manage cases in arrears by a variety of methods including visiting residents in their homes, telephone contact and letter. Make arrangements with residents for repayment of arrears based on an assessment of their income and expenditure. Make applications for direct deductions or other arrangements for deduction of rent from income at source as appropriate.

	
	

	6.
	Ensure appropriate liaison with other team members and departments within Teign Housing to highlight concerns in relation to tenancies, with a view to taking a joined up approach to resolving rent and other issues.  Work with other agencies to provide support to tenants.
To identify vulnerable tenants and liaise with relevant internal colleagues in addition to the local authority or DWP to ensure they receive the best support to be able to maintain their tenancies.

	
	

	7.
	Maximise the collection of former tenant arrears, court costs and other sundry

debts.

	
	

	8.
	Ensure that appropriate monitoring systems are in place and actively managed to ensure that tenants are appropriately supported and complying with agreements to reduce rent arrears. 
To complete court applications online via the court PCOL system 

	
	

	9.
	You will be expected to attend court and represent Teign Housing for possession claims and attend rents evictions when required. 
You will also have to prepare information on eviction cases for Board approval and attend evictions.


	
	

	10.
	Keep up to date with relevant legislation and best practice in the income recovery field attending training courses as required.  Ensure you keep up to date with the changes in welfare reform and actively assist customers through changes to minimise rent arrears.

	
	

	11.
	Liaise with Housing Benefits and the DWP to ensure that residents receive their full entitlement to benefit, including reviewing cancellation lists and taking follow up action to prevent and minimise arrears arising. Provide advice on welfare benefits and complete online trial calculations where required.

	
	

	12.
	Maintain comprehensive and accurate records of all action taken and relevant information in relation to arrears cases.


	13.
	To assist with training new members of Teign Housing to the appropriate level of training / understanding of rent accounts and the rent arrears process.



	14.
15.

16.

17.

18.

19.
	To identify customers that may require additional support with regards to safeguarding issues, financial abuse and refer to the relevant agencies and colleagues within Teign Housing.
To process rent refunds for tenants where they are due, ensuring compliance with our Financial regulations.

To receive all inbound calls from our tenants into the business in relation to their rent arrears that can not be dealt with by our Business Support Team or where the tenant contacts you directly via your direct dial line.

To manage the Rents team email mailbox ensuring all emails into the team are responded to promptly.

To monitor / manage the online DWP customer portal to verify housing costs 

To request rent payment and arrears direct from the DWP where arrears issues cannot be resolved directly with the tenant.   



	
	

	20.
	Participate in multi-agency meetings and case conferences.

	
	

	21.
	Have a flexible approach to working hours.


Health and Safety Responsibilities

1. Take responsibility for own Health & Safety and not to put others at risk. 
2. To follow all guidance, policies and procedures associated with health and safety and ensure any risk assessments for this role have been read and understood.

3. To comply with all health and safety legislation and regulations associated with the role. If in doubt, contact the Health and Safety Team for help and support.

	No job profile can cover every issue, which may arise within the post at various times and the jobholder is expected to carry out other duties requested by the Income and Lettings Manager or Head of Housing from time to time.






Signed by Post Holder: …………………………………………………………………..





Print Name:…………….…………………………………………………………………..





Date: …………………………………………………………………………………………








