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Job description 
 

 

Post:  Income Management Officer 

 

Grade: PO1  

 

Responsible to:  Senior Income Management Officer/Income 

Management Manager 

 

     

Purpose of the job role: 

 

To undertake timely and robust recovery action to prevent arrears and 

maximise income; and to work collaboratively with colleagues in the team 

ensuring prompt escalation, legal or other recovery action is identified and 

actioned as necessary, regardless of tenure. 

 

To understand the rules for welfare benefit and the principles of income 

maximisation and to support tenants to improve their financial and digital 

capabilities, promoting and assisting them with the take-up and use of these 

services irrespective of tenure. Make referrals for tenants to internal services 

and external agencies to secure the best financial outcomes for them and 

HfH and provide excellent customer service in response to queries and whilst 

monitoring and managing accounts.  

 

To support tenants through home visits including during evening and 

weekends, benefit advice, understanding rent accounting and tenancy 

obligations as it relates to payments, providing an holistic approach to help 

residents to pay their rent and other charges. 

 

To understand and fully utilise the mobile and digital technologies, using the 

agreed IT systems as directed to prioritse debt prevention and collection, 

using your initiative to properly adapt actions to meet individual needs whilst 

achieving performance targets. 

 

To work collectively with colleagues and other teams across the Council and 

Hfh to provide an excellent income management service to residents, 

considering the wider needs of the team, department and HfH.  

 

Duties and responsibilities 
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Income Maximisation 

1. To take prompt recovery action from the onset of the tenancy and as  

  part of early preventative action to ensure a responsible payment 

culture is embedded in all areas of the income collection process so as 

to prevent the build-up of arrears.   

 

2. To pro-actively monitor rent accounts and implement effective 

solutions to stop tenants getting into debt, making timely referrals 

where necessary for the commencement or escalation of legal action 

or to the support services to enable them to maximise their benefit 

income or to obtain assistance to improve their financial capabilities. 

 

3. To show strong initiative in dealing with both current and Former 

Tenants’ arrears cases using best practice in the credit control and 

financial management sectors, maintaining regular, contact with 

tenants to ensure commitments / arrangements made are adhered to, 

escalating where necessary. 

 

4. To be fully aware of the available financial / digital inclusion products 

or services and be able to offer good quality advice and assistance, 

promoting affordable credit solutions, offering basic bank accounts, 

credit union membership and other viable alternatives to support 

financial empowerment. Liaising, signposting and making referrals to 

specialist teams or services as appropriate 

 

Customer Service 

5. To be in frequent and regular contact with tenants where necessary to 

ensure they are fully aware of their obligations to pay their rent and 

other charges and of the consequences of non-payment, through 

interviews, home visits, telephone contact and taking enforcement 

action if required.  

 

6. Carry out a full assessment of a tenant’s circumstances, income and 

expenditure to ensure their arrears are cleared, payment agreements 

adhered to and appropriate referrals made.  

 

7. To respond to correspondence/ complaints/enquiries from a wide 

range of audience categories. 

 

8. To take appropriate recovery action, at the same time ensuring that 

the tenant is fully aware of the steps that will be taken where they incur 

arrears and how they can avoid the risk of eviction. 

 

 

 

Technical understanding and continuous improvement 
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9. To have a good understanding of welfare benefits and keep up to 

date on any changes in policy and legislation. To have a thorough 

understanding of the impact that welfare benefits changes can have 

on tenants and the risk this presents to the organisation.  

 

10. To keep up to date with changes to policy and Court protocols and 

share this knowledge with colleagues through briefings and training. To 

use this knowledge to improve income collection and particularly to 

pay attention to changes in pre-court protocols and legal actions, 

attending court or evictions or assisting the team in organising and 

carrying out evictions, when requested or when appropriate to ensure 

debt recovery.  

 

11. To review workflows / income recovery procedures in conjunction with 

any new court protocols and the good practice adopted by other 

Social Landlords.  

 

Stakeholder engagement and collaboration 

12. To work in collaboration with other departments and external agencies 

the CAB, the DWP and other relevant services. 

 

13. To identify, support and work effectively with vulnerable tenants in liaison 

with Tenancy Management, support services and agencies.  

 

14. To liaise effectively with HB/CTB, DWP, CAB and relevant others to 

minimise overpayments, maximise benefit entitlements and additional 

payments such as DHP or social fund.  

 

Personal commitment 

15.  To support or undertake one-off projects and carry out training of new 

staff. 

 

16. To represent the service positively and professional at all levels, and 

delivering excellent, person-centred customer services using feedback 

to effect improvements.   

 

17. To meet all performance targets set, and use  performance information 

to support learning and improvemen. 

 

18. To work flexible/extended hours including evening and weekend 

working as required. 

 

19. To carry other duties in line commensurate with the grade and 

objectives of this role.   
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Health & Safety 

 

The postholder is required to comply with all Health & Safety at work policies, 

procedures and guidelines which form part of this job description. The 

postholder must look after their own health, safety and welfare and be 

mindful of other persons who may be affected by their acts.  Employees must 

co-operate and comply with management instructions regarding Health and 

Safety issues and report all accidents, incidents and problems as soon as 

practicable to their line manager or other manager. 

 

Equality and Diversity 

 

The postholder is required to actively promote diversity in the workplace.  It is 

the duty of the postholder not to act in a prejudicial or discriminatory manner 

towards employees or resident. The postholder should counteract such 

practice or behaviour by challenging or reporting it. 

 

Safeguarding 

 

Homes for Haringey is committed to safeguarding and promoting the welfare 

of vulnerable adults.  Safe recruitment of staff is central to this commitment, 

and Homes for Haringey will ensure that its recruitment policies and practices 

are robust, and that selection procedures prevent unsuitable people from 

gaining access to vulnerable adults.   

 

All staff working with vulnerable adults should be aware of, and share the 

commitment to safeguarding and promoting the welfare of vulnerable adults 

when applying for posts at Homes for Haringey.  
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Person specification 
 

Post:  Income Management Officer 

 

Grade: S01/P01 

 

ESSENTIAL  

Education 

 

Good standard of education, 5 GCSEs (grade A – C) or 

equivalent including Maths and English 

 

SO1/PO1 

 

Knowledge & Experience 

 

 Experience of working within a social housing setting or 

understanding the needs and issues faced by 

vulnerable or disadvantaged tenants at risk of 

financial exclusion 

 

 Experience of providing advice on housing, welfare 

benefits and/or rent arrears. 

 

 Delivering front-line services 

 

 Debt collection/credit control environment and fully 

conversant with court protocols and the relevant 

legislation. 

 

 Experience of dealing with and resolving complex 

disputes 

 

 Extensive experience of working in a customer- 

focused (including financial and accounting) 

environment, using computerised, data based 

systems.  

 

 Knowledge and practical applications of credit 

control principles, and strategies to avoid loss of 

income. 

 

 Good understanding of the respective obligations and 

responsibilities of the tenant and landlord. 

 

 Detailed understanding of social housing policies, 

welfare benefits, and other related policies and the 

 

S01/P01 

 

 

 

 

P01 

 

 

S01/P01 

 

P01 

 

 

 

S01/P01 

 

 

S01/P01 

 

 

 

 

S01/P01 

 

 

 

S01/P01 

 

 

P01 
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relevant regulations; and appropriate options for 

tenants to maximise their incomes.  

 

 

 

Skills 

 Customer focused and results driven 

 

 Able to communicate positively and effectively 

with residents, other teams within the organisation 

and external agencies. 

 

 Ability to remain calm under pressure and manage 

difficult conversations 

 

 Ability to assimilate complex information and 

communicate effectively both verbally and in 

writing.  

 

 Ability to work on own initiative and manage 

workload efficiently.  

 

 Ability to show initiative, make quick informed 

decisions and respond to situations appropriately. 

 

  Able to work independently in a performance 

management culture to meet challenging targets.  

 

 Ability to keep abreast of changing legislation and 

best practice within the sector. 

 

 Ability to analyse and interpret financial information 

and make informed decisions to achieve positive 

payment outcomes and minimise recovery risk  

 

  Ability to apply practical and methodical 

approaches to debt collection and arrears 

management.  

 

 Strong negotiation and credit management skills.  

 

 Excellent communication, presentation  and 

advanced listening skills 

 

 Ability and willingness to work outside of the normal 

office hours, evenings and at weekends as directed 

to carry out calls, visits to tenants and attend 

meetings, events and estate surgeries as required.  

SO1/PO1 

 

SO1/PO1 

 

 

 

SO1/PO1 

 

 

SO1/PO1 

 

 

 

SO1/PO1 

 

 

SO1/PO1 

 

 

SO1/PO1 

 

 

SO1/PO1 

 

 

 

SO1/PO1 

 

 

 

SO1/PO1 

 

 

PO1 

 

SO1/PO1 

 

 

SO1/PO1 

 


