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	Role Title

	Income Assistant

	Job Family
	Families and Homes

	Competency Level
	All Colleagues

	Scale
	Scale 6 

	Purpose
To undertake a full range of debt recovery and management processes that enable residents and customers to efficiently and effectively reduce their level of arrears.

To adopt an approach that engages with customers through efficient but flexible working and promote the timely payment of rents, service charges, water rates, invoices and other monies.

.

	Generic Accountabilities
	End Results/ Outcomes

	Communicate effectively with internal and / or external customers/ service users.  Act as point of contact for the service.   Provide information and resolve problems, within scope of role, escalating to line manager as required.
	Resolve non-routine customer/service queries.

Customers are satisfied with the response, or aware that issue has been escalated.

Assess and prioritises telephone and personal callers and responds appropriately.

Relevant, accurate, understandable and timely information is provided.

A positive image of the Council is promoted.

	To work with colleagues and team leaders to identify areas for improvement, ensuring the support offer remains appropriate for all service users. 


	Service users express satisfaction with service provided.

	Organise and maintain records and documents using the appropriate council process / system.

	Received documents, correspondence etc. are recorded, distributed and processed correctly.

Photocopying, faxing, shredding, enveloping, franking etc. are completed to required standards and productivity.

Records /information are well organised and accessible.

Records are kept up-to-date.

Follow-up with internal/external customers to obtain missing/outstanding records.


	Create document, reports, correspondence from the information provided, using standard formats and software


	All materials are produced to the required legislative and or Council standards and timescales.

Recorded information is accurate.

	Database maintenance – access and update relevant databases and generate reports for management information.
	Reports are accurate, complete and meaningful.



	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.



	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:

	To ensure that the requirements or the Data Protection Act are met.
	The collection, storing and use of personal information is processed within legal guidelines.

	To receive, investigate and respond to service requests that pertain to cases being dealt with.
	To identify and make referrals for income management advice and support to prevent the accrual of arrears on rent accounts.

	To work as an Income Assistant within Income Services.
	To undertake daily income collection duties which include:

· Daily monitoring of rent and service charge accounts and agreements.

· Daily contact with residents to pursue outstanding arrears.

· Dealing with income collection queries and service requests.

· Undertaking customer satisfaction surveys.

· Checking and sending out all rent and service charge demands and statements.

· Processing payments on the various systems (direct debits, BACS) including checking for missing payments where notified.

· Referral of cases for legal action due to non-payment of outstanding arrears.

· Calculation of agreements to clear outstanding

arrears.

· Referral to debt collection agencies for the non-payment of invoices or former tenant arrears.



	To follow the income collection processes and procedures.
	· Dealing with all income management service requests.

· Opening of team post and correspondence and corresponding to Lessees via letter, email and telephone.

· Maintaining and updating the system with the relevant details regarding all payments, correspondence and actions.

· Posting and issuing of payment receipts – Cash, Cheques and BACS, I World, etc.

· Liaison with the Income Maximization Team and other teams to ensure effective case management

· To refer cases for legal action as appropriate, preparing all necessary documentation and where required, attending hearings and briefings.

· To ensure that changing legislation and processes relating to income management of rent, service charges and housing/welfare benefits are adhered and to be able to convey this to the public.

· To adhere to recovery plans, processes, campaigns as set by management including repairs recharging, invoicing and other income generating processes and activities.

· Communicate and engage with residents, clients, and landlords to recover unpaid charges and debts in the most effective and economic manner, referring cases where income assistance and support is required

· Undertake the administration of income account management inclusive of account monitoring and reconciling of payment agreements, cancellations and planned payment instalments to ensure compliance and conformance with policy and procedure

· To assist in the administration of the tenants insurance scheme and system accounting queries.

· To undertake such other duties as may from time to time be required



	

	Nature of Contacts 

Involves supporting and guiding residents, stake holder and third parties to ensure a successful service 

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

Liaise with and/or advise senior members of staff regarding service issues, problems and processes.

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

	Procedural Context

This is rent collection role and will involve demanding payments from council tenants which includes making payment arrangements for unpaid rent. 

Act within guidelines and standard procedures with discretion to allocate or otherwise organise work to meet service delivery requirements.  Works within laid down procedures but needs to deal with day-today problems without always referring to others.   

Decisions will be made based on Council procedures.

This post demands a high level of flexibility, a positive attitude and ability to adapt to changes due to service needs. This post is office based.
Occasionally the post will be expected to work from other locations and varying hours depending on service needs.


	Key Facts and Figures 



	Resourcing

Budget Responsibilities:  Nil
Supervisory Responsibilities:  Nil

	Knowledge, Skills and Experience
· Experience of having worked in a fast paced, customer focused environment. 

· Excellent knowledge and application of IT systems and software packages.

· Relevant legislative and or procedural knowledge for specialist area.

· Ability to work with minimum supervision, using problem solving skills and initiative to provide a customer focused support service. 

· Ability to work flexibly, balancing competing priorities and meeting deadlines whilst understanding the needs, timescales and deadlines of others 

· Ability to deal diplomatically and confidentially with a wider range of stakeholders internally and externally

· Ability to identify improvements to processes and systems and to share the recommendations with the wider team. 
· Experience of actually carrying out and/or checking mathematical calculations

· Experience of the housing management rent and service charges 

· Experience of adhering to process and procedure

· Experience of using mainframe computer systems and databases (primarily Northgate Housing Management systems
· Ability to communicate clearly and effectively verbally 

· Ability to work under pressure and to prioritize workload

· Good interpersonal skills and ability to work as part of a team 

· Ability to deal calmly with angry/distressed tenants 

· Ability to ensure that services are delivered within an Equal Opportunities / Diversity framework

	Indicative Qualifications

5 GCSE’s or equivalent qualifications including Maths and English

	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.



Generic Scale 5-6
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