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Job Role Profile
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	Role Title
	Housing Rents Manager - Maximisation

	Job Family
	Families and Homes

	Competency Level
	Manager

	Pay Range / Scale
	PO6

	Purpose

The Housing Rents Manager – Maximisation is responsible for proactively promoting resident income maximisation and financial inclusion to prevent the accrual of arrears and defaulted debts to Waltham Forest Housing managed accounts. They are also responsible for ensuring customer focus and value for money is achieved through rent maximisation activities and processes. This role is responsible for directly managed staff and will develop and implement ideas that continually improve income maximisation for residents and thereby proactively preventing residents from falling into arrears and realising value for money. The quality and impact of services provided to residents will enable Waltham Forest Housing to successfully meet its deliverable outputs, objectives and performance targets. 



	Generic Accountabilities
	End Results/ Outcomes

	Maintain all required records and information. Analyse and interpret complex information, for input into reports.
	Procedures are adhered to and all information is correctly recorded and processed.

Accurate, complete and relevant information / records / reports are provided for internal and/or external use. 

	Develop specialist documents / materials / activities to support / promote the service area.
	All materials / activities are delivered to the required standards and timescales.

Communications are clear, well planned and effectively targeted.

	Provide advice and guidance to colleagues, customers and stakeholders. Manage escalated or complex customer issues within the specialist area.  
	Expert advice, information and support are provided on the full range of issues within the field of expertise.

Queries / complaints are effectively managed.  

Appropriate action is taken to resolve the issue.

Customers are satisfied.

	Maintain information systems which support the specialist area. Contribute to the development of these systems.
	Changes to systems, are identified and recommended.

Systems meet operational requirements.

	Work closely with others to clarify changing customer / organisational requirements.
	Customer requirements are identified and documented.

Improvement opportunities are identified and recommended.

	Develop good working relationships, develop community links and communicate effectively with internal / external organisations / partners and stakeholders. Represent specialist area internally and / or externally.
	Specialist work area reputation is maintained or enhanced.

Stakeholders are engaged with activity relevant to them.

Positive feedback is received from stakeholders.

Best practice is shared.

	Carry out all duties and responsibilities with reasonable care for the health and safety of self and others and report any potential hazards or unsafe practices to line manager.
	Work is carried out in a way that is safe and without risks to health.

	Ensure the necessary standards relating to safeguarding best practices/protocols are effectively communicated, monitored and maintained as relevant within the scope of this post.
	Safeguarding standards are monitored and maintained in compliance with Council policy 



	Act in accordance with all policies and procedures which apply to the job and understand the reasons for this.
	All policies and procedures are complied with.


	Job Specific Accountabilities:
	End Results/ Outcomes

	To lead the strategic and operational management of rent maximisation and deliver a high quality, seamless financial inclusion service, taking direct responsibility for service delivery including all aspects of customer care.
	Be the rent maximisation lead for Waltham Forest Housing ensuring sound strategic and operational risks are mitigated to enable rent maximisation and financial inclusion for residents.



	To ensure a timely and professional response to service enquiries, correspondence, member enquiries and complaints including investigating, responding to, resolving and learning from them and comply with Freedom of

Information Regulations, Data Protection Regulations and the Council’s Information Sharing Protocol.
	To minimise complaints and maximise customer satisfaction.

	Responsible for strategic rent maximisation processes including review and continual improvement in respect of rents, service charges and garages. As well as UC and HB.

	To ensure rent strategic maximisation processes are fit for purpose.

	Establish and promote rent maximisation and financial inclusion activities, campaigns, processes and continually review these for improvement.
	To develop staff within the team

To provide necessary training to allow staff to be effective in their role
To ensure rent is recognised by residents as a priority liability / debt

	To take full management responsibility of the rent maximisation service including staff motivation, performance, sickness, development and recruitment.


	To manage the morale and motivation of the team ensuring rent maximisation is not affected.

Timely one to one meetings and appraisals with staff in line with the LBWF HR policy whilst aiming to develop staff to their full potential.



	Ensure that rent maximisation and financial wellbeing for the resident continues to evolve in line with changing legislation and welfare reforms.

	To be responsible for all rental streams and regular reporting.
To ensure rent maximisation is future proof in light of welfare reforms.

	To manage the information provided to residents around rent management,financial inclusion and debt management in line with the Council and other local

stakeholders.

	All money and debt information provided by Waltham Forest Housing is current and accurate. 
The negative impact of welfare reforms on tenants is mitigated.


	Establish all possible avenues of maximising rent, reducing debt and building productive partnerships with stakeholders, local debt management

agencies, CAB and other agencies/teams that benefits the residents ability to maintain their financial responsibilities towards paying rent.


	Good working sustainable relationships are built for the benefit of the service and its priorities to be delivered.  

Share knowledge with stakeholders and team members.  Attend training as required to stay up to date with latest developments within housing.



	Prepare and submit timely, accurate and informative reports, reviews and business cases for the Housing Management Team.


	To provide monthly reports on performance including action plans to mitigate risks impacting performance.

	Review operational budgets for the rents service including where appropriate alternative budget options and supporting cost data

	Staffing and resource requirements are always kept optimal to ensure efficiency in service delivery.

	Responsible for the monitoring of legal services in respect to the rents service including the management of cases proceeding to court.

	Annually reviewed policy and procedures so they are water tight and current.
Rent maximisation service represents the council at court hearings

Rent possession claims are made within the service

Robust relationships are built with the courts and legal services

	Be responsible for a portfolio of subjects relating to rent management and maximisation.

	Be flexible and deliver other related projects in connection to rent maximisation or other service requirements

	To contribute, implement and continually improve rent management strategies on arrears prevention, rent maximisation and financial inclusion in line with other strategies including developing actions plans that ensure issues are identified and resolved timely and remedial measures put in place to prevent the issues from re-occurring.


	Be risk averse and mitigate risks of welfare reforms and /or other related risks to rent maximisation.




	Nature of Contacts 

	Key contacts are internal and external customers/stakeholders

Will involve indirect contact with members of the public including dealing with challenging situations where influence may be needed.

Deal with people at all levels confidently, sensitively and diplomatically.


	Procedural Context

	Act within guidelines and standard procedures with discretion to allocate or otherwise organise work to meet service delivery requirements. 

Decisions will be made based on Council and legislative policies and procedures 
Responsible for meeting performance standards within a policy framework and regulatory guidelines.
Some out of hours work may be required for resident forums throughout the year


	Key Facts and Figures
Reports to: Head of Housing Rents   
Responsible for: 7  FTE x Income Maximisation Officers 
Remote working team



	Resourcing

	Budget Responsibilities: N/A 


	Knowledge, Skills and Experience 

	· Management experience, preferably within social housing to include:

· Supervising staff; managing budgets; reporting and managing performance in a competitive environment; communicating effectively at all levels, both internally and externally.

· Detailed and up to date knowledge of issues impacting social housing.

· Experience of working in partnership with a wide range of agencies, including statutory and voluntary sector in a positive and constructive way.

· Able to write reports and business cases.

· Develop enhanced services and quality improvements via analysis, research, benchmarking and feedback.

· High level IT knowledge and skills.

· Effective presentation skills.

· Performance monitoring techniques and methodologies.

· Understanding of the benefits system in determining favourable outcomes for residents and Waltham Forest Housing

· Creative thinking and ability to persuade, influence, negotiate and convince others.

· Research and analytical skills.

· Interpreting data into clear management information.

· Productive performance management techniques and values.

· Ability to reflect and recognise the needs of all groups within society and particularly those who are inherently disadvantaged, deprived and in financial hardship.

	Indicative Qualifications

Educated to degree level or equivalent

	The above profile is intended to describe the general nature and level of work performed by employees in this role. It is not intended to be a detailed list of all duties and responsibilities which may be required. This role profile will be supplemented and further defined by annual objectives, which will be developed in conjunction with the post holder.  It will be subject to regular review and the Council reserves the right to amend or add to the accountabilities listed
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