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	Job Title 
	Income Recovery Officer

	Team
	Housing & Communities
	Grade
	S7

	Reports to
	Finance & Income Team Leader

	Date
	October 2024



One Arun:

	[bookmark: _Hlk141282822]Every role at Arun contributes towards our Vision – A better future, and every employee strives to embrace and champion our Values:
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Overall job purpose:

	The Income Recovery Officer is responsible for maximising income recovery within the Housing, Wellbeing & Communities team by proactively managing rent arrears and housing-related debts in line with the council’s policies, statutory and regulatory requirements. 

The role focuses on delivering a high-quality, customer-focused service to tenants, leaseholders, shared owners, and other stakeholders to minimise debt, support tenancy sustainment, and optimise the use of council housing stock.

By working collaboratively with internal and external partners, the Income Recovery Officer will apply best practices in debt management, support continuous service improvement, and ensure cross-departmental coordination for exceptional service delivery.



Key areas of focus:

	[bookmark: _Hlk146096760]1.
	Effectively manage an extensive and varied caseload, including complex and high-level arrears cases, to maintain revenue and minimise income loss. Employ a structured, timely approach to address non-payment issues and achieve service targets.

	2.
	Respond promptly to enquiries and service requests from tenants and stakeholders, proactively progressing cases to meet agreed targets. This includes managing a significant caseload using a rules-based approach and taking timely action to address non-payment and support debt recovery.

	3.
	Implement and lead early intervention strategies to identify residents at risk of financial difficulty, engaging them proactively to provide tailored financial support before arrears escalate.

	4.
	Organise and facilitate drop-in sessions and workshops to empower residents with the knowledge and tools needed for financial stability. Provide ongoing consultation to keep tenants and leaseholders informed and involved in financial matters impacting their tenancies.

	5.
	Work to efficiently, effectively, and consistently apply debt recovery processes to manage rent arrears and related debts. Establish and monitor payment plans, taking prompt action when agreements are not adhered to.

	6.
	Identify and assist vulnerable tenants or those at risk of tenancy loss, coordinating with internal and external support services to ensure their financial and personal wellbeing, in line with legislation and Council guidelines.

	7.
	Conduct home visits to support tenants in maintaining current rent accounts and adhering to tenancy agreements. Offer financial guidance and ensure understanding of payment obligations.

	8.
	Prepare and progress cases for legal action, including possession proceedings for tenants and debt recovery for leaseholders. Represent the Council in court proceedings and at evictions where alternative solutions are not feasible.

	9.
	Deliver tailored financial advice to tenants regarding rent, service charge payments, and debt management. Where necessary, refer tenants to external support services for comprehensive financial assistance.

	10.
	Coordinate with Housing Benefits, Tenancy Services, and external agencies to streamline case management, ensuring tenants access full benefit entitlements are explored. Strengthen cross-department collaboration to avoid duplication, enhance efficiency, and adhere to best practices and regulations. Foster effective relationships across Council teams and partners to support service improvements and broader goals.

	11.
	Maintain comprehensive, accurate records of all interactions, ensuring rent, service charge, and debt data are up to date in the Council’s systems. Uphold all relevant data protection standards and regulations.

	12.
	Prepare regular performance reports, tracking outcomes against agreed service standards and targets, providing insights into income recovery progress and challenges.

	13.
	Actively contribute to the continuous enhancement of income recovery processes, promoting IT solutions to improve efficiency and customer service. Support training initiatives by sharing best practices in income maximisation and debt recovery.

	14.
	Ensure compliance with audit requests, completing them in a timely and efficient manner.

	General Responsibilities:

	15.
	Respond to tenant Stage 1 complaints, MP and Cllr enquiries within required timescales, ensuring accurate records are kept of all interactions and that responses align with the council’s service standards.

	16.
	Identify and report safeguarding concerns in line with council procedures, ensuring vulnerable tenants are supported and appropriate interventions are in place.

	17.
	Deliver a high standard of customer service, ensuring tenants are treated with respect and empathy. Encourage tenant feedback and participate in initiatives that improve resident engagement.

	18.
	Work closely with other members of the Tenancy Services team, attending team meetings, sharing best practices, and contributing to a supportive working environment.

	19.
	Organise, lead and attend multi-agency meetings and case conferences as required, in relation to Housing tenants and property, representing the council, coordinating the involvement of internal & external partner agencies, when required.

	20.
	Attend training sessions to remain up to date on legislation, policy changes, and best practices in tenancy management.

	21.
	Lead by example by demonstrating professionalism, integrity, and a commitment to the One Arun culture framework, focusing on trust, communication, respect, and kindness. Foster an environment of teamwork, collaboration, and open communication.

	22.
	Support and participate in projects aimed at improving service efficiencies and enhancing customer experience.

	23.
	Foster a customer-centred approach by contributing to excellent service delivery. Engage in resident-focused initiatives. Take ownership of customer satisfaction and contribute to a culture of excellence.

	24.
	Undertake any other duties as required by the Financial & Income Team Leader to support the smooth running of the service.



Additional information 

	1.
	Not responsible for staff.

	2.
	No budget responsibility. 

	3.
	The postholder is expected to work to service delivery standards set by others.



Role Requirements

The following outlines the criteria for this post. Applicants will be shortlisted and interviewed to assess if they meet the criteria for the role. 
	
Criteria
	Essential
	Desirable

	Professional Qualifications          

	Hold or be willing to work towards a CIH Level 3 or above or equivalent qualification, demonstrating a comprehensive understanding of housing management principles and practices.
	x
	

	Educated to GCSE level or equivalent and grade C or above in English and Maths or can demonstrate substantial experience in a related field
	x
	

	Experience

	Experience in customer service gained within a social housing, local authority or debt management context.
	x
	

	High level of IT literacy. Confident in use of Word, Excel and Outlook and other systems relevant to the role
	x
	

	Experience of managing a large case load, working under pressure and managing competing priorities.
	x
	

	Experience in preparing legal documents and attending court on debt-related matters.
	
	x

	Knowledge

	In-depth knowledge of income recovery processes and best practices.
	
	x

	Ability to handle sensitive issues with tact and diplomacy.
	x
	

	Understanding of relevant housing legislation and regulations.
	
	x

	Familiarity with welfare benefits and support services available to tenants.
	x
	

	Knowledge of data protection regulations and compliance requirements.
	
	x

	Proficiency in using housing management systems and IT tools for case management and reporting.
	x
	

	Behaviours

	Consistency: Maintains standards, 
behaviours and fair decision making at work, correlating actions to opinions.
	x
	

	Integrity: Builds trust by meeting all commitments, demonstrates honesty and integrity and acts as a role model.
	x
	

	Adaptability: Ability to remain flexible and resilient when encountering new or different circumstances and identifying solutions.
	x
	

	Transparency: Openly and honestly conveys information as they know it.
	x
	

	Inclusivity: Considers the wider needs of 
others when communicating and encourages tolerance and respect in others.
	x
	

	Supportive: Builds a supportive work environment by being available, actively listening and providing constructive advice or suggestions.
	x
	

	Competencies

	Collaborative working: Pulls the team together, can work in collaboration internally/externally to achieve an end result.
	x
	

	Communication (written/oral): Able to communicate (sometimes contentious matters) clearly, appropriately and respectfully at all levels.
	x
	

	Customer focus: Able to gain insight into 
customer needs to build and deliver solutions that meet expectations and maintain effective relationships.
	x
	

	Initiative: Is resourceful and able to work and make decisions with limited supervision.
	x
	

	Working with stakeholders: Displays Arun’s values and behaviours when interacting with internal and external stakeholders, developing a 
network of contacts.
	x
	

	Coaching: Ability to take an active role in helping others to learn and develop at work to 
help achieve departmental objectives
	x
	

	Other 

	
	Yes
	No

	Does this role require an Enhanced DBS (Disclosure and Barring Service) check?
	x
	

	Will the post holder be required to take card payments via MOTO. (If yes – needs basic DBS).
	x
	

	Is this a Politically restricted post?
	
	x

	Does this role require any out of hours/ weekend/ evening/ rota work?  
	
	x

	Does this role require a driver’s license and access to a vehicle?
	x
	

	Does this role attract an essential car user allowance?
	x
	

	Does this role attract a market supplement?
	
	x

	Does this role require a uniform?
	
	x



[image: A picture containing logo

Description automatically generated]
[bookmark: TITUS1FooterEvenPages][image: A picture containing logo

Description automatically generated]


[image: A picture containing logo

Description automatically generated]
image1.png




image2.png
> Q@ 2

Proactive | Communication  Respect Kindness




image3.jpg
#SettingYouUpToSucceed




