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Job description 
 

 

Post:  Senior Income Management Officer  

 

Grade:   PO3 

 

Responsible to:  Income Management Manager  

 

Responsible for:  Income Management Officers 

    Team Support Officer  

     

 

Purpose of the job role: 

 

To support a team of officers delivering a range of income management 

services to residents. Providing training, motivating staff and ensuring staff are 

appropriately supervised. 

 

To ensure that income to the organisation is maximised by working closely 

across specialisms within the service to develop strategies to prevent the 

accrual or debt amongst residents and taking firm, corrective action to 

prevent increases in debt, ensuring any debts are properly managed, 

including attending court and pursuing former debts. 

 

To be responsible for creating a payment culture and working with residents 

providing an excellent support service and interventions through a through  a 

variety of contacts including visiting, office appointments, surgeries, phone 

calls and written correspondence, ensuring the right approach depending 

on the resident’s circumstances. 

 

To comply fully with pre-court protocols, liaise with legal teams and ensure an 

up to date understanding of court processes, tenancy law as it relates to 

income collection, and best practices in income collection.  

 

To forge close links and work cohesively with key partners/stakeholder to 

secure best outcome for tenants and HFH. To include liaising with key 

departments to advocate for residents,  
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Duties and responsibilities 

 

Leadership 

1. To develop tools to raise staff awareness and understanding of financial 

products and services, welfare benefits and emerging issues or trends.  

To deliver training and develop new approaches and policies. 

 

2. To carry out casework reviews with officers to ensure financial 

capabilities are being pro-actively identified, recommending and 

delivering training to meet service development needs within teams 

across the organisation. 
 

3. To monitor performance, taking corrective action to ensure officers are 

meeting targets and working cohesively to maximise income.  

 

Income Maximisation 

4. To reduce debt and potential revenue loss to HFH by taking early and 

pro-active action and working with tenancy teams to ensure robust and 

innovative approaches to support this. 

 

5. To plan and successfully deliver projects and creative initiatives to 

support income maximisation/debt prevention, financial inclusion and 

attainment of team and business objectives.   

 

6. To ensure a payment culture is embedded across HfH, including with 

partners and internal colleagues, addressing issues that impact on 

income collection, promoting a payment culture through 

communications, literature, website and with staff.  

 

 

Customer service 

7. To assist residents to maximise their financial opportunities as well as 

protecting HFH’s financial position by ensuring maximum income from 

rent service charge and housing benefit (Universal Credit) and direct 

payment or Direct Debit. 

 

8. Arrange home visits and personal contact with individual residents to 

carry out financial capability assessments, income/benefit maximisation 

reviews and ensure tailored actions/support plans are delivered and 

successful outputs attained 

 

9. To deliver effective debt counselling, budgeting/money management 

support and welfare benefits/debt advice to assist residents in meeting 

their financial commitment to HFH arranging regular estate-based 

surgeries and events both during and outside of officer hours and at 

weekends 
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Technical knowledge and continuous improvement 

10. To provide holistic solutions to support referred tenants, and respond to 

impacts of the Welfare Reforms, Localism Bill and other legislative 

changes that may affect household incomes.  Developing project and 

initiatives or service changes to support and sustain tenancy.  

 

11. To maintain up-to-date knowledge of welfare benefit and other 

associated legislation, financial inclusion products, income collection 

systems, services and initiatives and keeping abreast of changes, 

champion the services across the business.  

 

12. To attend to or carry out evictions and resulting actions including liaising 

with the relevant teams to ensure the property is properly secured and 

voided.  

 

13. Maintain up-to-date knowledge of good practice in Income collection 

and financial support, including legislative changes and champion the 

services across the business.  

 

Stakeholder Engagement 

14. To work in partnership with internal teams/services, Council departments, 

supporting people agencies to ensure high quality, appropriate and 

targeted products/services are available to tenants. Analysing and 

reviewing approaches to deliver improvement strategies. 
 

15. To develop strong partnerships with council, Credit Unions, CDFI’s banks 

and other partners to maximise support and investment or social 

enterprise opportunities available to residents or groups.  

 

16. To work in partnerships with partners, internal teams, key stakeholders 

and other services/ institutions to deliver the financial inclusion 

objectives of HFH, to include wide range of programmes such as 

access to affordable credit reducing loan sharks, partnerships with 

banks, credit unions  and other financial products e.g. home insurance, 

fuel poverty, signposting, toolkits, basic bank accounts, financial 

literacy training. 

 

 

Personal commitment 

17. To ensure all computerised and manual recording systems are updated 

and maintained on an accurate and timely basis, and that all service 

requests are responded to within the prescribed timescales, fully utilising 

the agreed IT systems to complete work.  
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18. To represent the service positively and professional at all levels, respect 

and work positively with colleagues and deliver excellent, person-

centred customer services using feedback to effect improvements.   

 

19. To demonstrate the right behaviours that support our values, and ensure 

you treat colleagues, managers, residents, stakeholders and partners in 

a respectful manner. 
 

20. To meet all performance targets set, collate and prepare regular 

performance information to illustrate outputs are attained and actions 

taken. 

 

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

working as required. 

 

22. To undertake any other duties in accordance with the objectives of the 

post. 
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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:  Senior Income Management Officer 

 

Grade: Grade 

 

ESSENTIAL USEFUL 

 

Knowledge & Experience 

 

 Detailed knowledge and practical application of 

financial/digital inclusion initiatives, product and 

services 

 

 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 

 

 High level of numeracy and literacy 

 

 Good knowledge of housing and welfare benefits, 

legislation, policies and issues relating to income 

maximisation and debt prevention 

 

 Good understanding of staff management, how to 

motivate and support officers to ensure a positive 

culture.  

 

 

Skills 

 

 Excellent communication, presentation  and 

advanced listening skills 

 

 Ability to analyse and interpret performance 

information, data/ statistics  and trends to develop  

strategies, problem solve to effect improvements, 

forward plan and mitigate risks 

 

 Able to work on own initiative in and out of the office 

 

 Able to problem solve and find imaginative 

approaches to address issues.    

 

 Ability to lead, manage, motivate and support staff to 

ensure they are well trained and delivering a positive 
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and customer-focused income management service.   

 

 Able to deliver training to and effectively engage with 

residents to achieve results.  

 

 Ability to deal sensitively with customers from a range 

of backgrounds with differing needs and provide 

appropriate support and interventions to meet needs 

 

 Ability to represent and advocate for tenants in both 

formal and informal settings 

 

 To work closely with DWP, Credit Unions/banks, energy 

providers, Trading Standards  and others to ensure HFH 

is well represented in all key areas and across the 

sector 

 

 Able to engender payment culture and working 

collaboratively with colleagues across a range of 

disciplines, implement actions to improve 

performance 

 

 Able to address financial capability issues and carry 

out in-depth financial assessment on all products with 

tenants to maximise their income 

 

 Ability to work with IT systems to maximise income 

collection 

 

 Ability to provide debt counselling, money advice, 

employment support and budgeting assistance to 

raise tenants’ financial capability 

 

 Excellent negotiation skills to source best deals for 

tenants and working closely with key stakeholders/ 

partner and others achieve improvements through 

match funding, joint ventures or other initiatives 

 

 Able to plan and run events/campaigns, prepare 

briefings and publications to maximise financial 

empowerment and payment culture  

 

 To keep abreast of developments within the sector, 

presenting complex information, creative solutions 

and  innovations simply to colleagues at all levels and 

in a variety of  formats 
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 Able to achieve all deadlines and target set working 

independently within a   challenging performance 

management environment  

 

 Ability and willingness to work flexibly at weekends or 

evening as required 
 


