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LINKED GRADE DESCRIPTOR

Values and Behaviours
Job Description

Job Title:		Income Recovery Officer		

Pay Grade:	           W3 – W4	

Team:			Housing Services and Transformation
Directorate:		People and Communities
	
Reporting to:	Housing Team Leader - Income

Responsible for: 	N/A

Job Purpose:
· Work collaboratively with service managers, housing colleagues, contractors, and customers to deliver a cohesive, customer‑focused service, ensuring the Housing Service operates to the highest standards.
· Manage a designated patch of properties with responsibility for maximising rental income across all tenancy types. Operate within a commercially aware framework that balances income recovery with excellent customer care, contributing to improved resident satisfaction and sustained tenancies.
· Carry out all operational and legal processes required to maximise current and former tenant rental income, in line with statutory regulations, council policies, operational procedures, the court pre‑action protocol, and performance targets.
· Collaborate effectively with internal and external teams—including Housing Management and Independent Living—and engage regularly with external partners such as debt‑advice agencies, credit unions, Law Centres, and Social Care teams to support residents and promote financial stability.

Key Responsibilities
1. Manage a designated patch of rent accounts, acting as the first point of contact for residents on all income related matters. This includes attending signups, handling queries, arranging refunds where appropriate, managing arrears cases from initial contact through to legal action, and attending evictions when required.
2. Resolve complex cases by working collaboratively with a wide range of internal teams and external agencies. This may include mental health services, Housing Benefit, Housing Options, debt‑advice agencies, and Social Care, ensuring all options are explored to maximise income and sustain tenancies.
3. Maintain accurate and comprehensive records of all actions taken on rent accounts, ensuring full and effective use of the housing management system and Rentsense. Provide reports for next steps within the arrears process, to the Income Team Leader.
4. Maximise income through early intervention, using proactive engagement, such as calls, texts, emails and home visits to address arrears promptly. Support residents transitioning to Universal Credit, minimising financial risk through early contact and guidance. Completing Change of address for Housing Benefit claimants, when required. 
5. Follow the council’s rent arrears escalation process, ensuring full compliance with policies, procedures, and the court pre‑action protocol. Negotiate, agree, and monitor sustainable repayment arrangements.
6. Prepare clear, tailored written communication to residents, balancing firm messaging about arrears recovery with high quality customer care that encourages positive engagement.
7. Meet personal and team performance targets, contributing to a commercially focused, high performing income recovery service.
8. Promote maximisation of Housing Benefit and Universal Credit Housing Costs, identifying cases requiring review and working with assessment teams to secure backdated awards where appropriate.
9. Conduct home visits to engage residents and identify tenancy related issues, making referrals for repairs or support services to improve resident satisfaction and tenancy sustainability.
10. Provide cover for colleagues when required, demonstrating teamwork, flexibility, and a commitment to maintaining service standards.
11. Support training and development within the team, including assisting with the induction of new staff as directed by the Income Team Leader.
12. Identify and coordinate referrals to specialist services, including Social Care and support officers. Where appropriate, arrange and chair multi‑agency meetings to ensure coordinated support for vulnerable residents.
13. Promote opportunities that support residents’ financial resilience, including training, apprenticeships, employment support, and work‑experience initiatives.
14. Liaise with legal representatives regarding complex possession cases, preparing written responses, consent orders, and other required documentation.
15. Present cases at County Court where solicitor cover is required and attend hearings as a witness to support the council’s applications.
16. Increase take‑up of Direct Debit payments, working closely with the Finance Team to promote and encourage secure payment methods.
17. Assist with complaint handling, ensuring timely, accurate responses in line with corporate standards.
18. Attend resident meetings, including occasional evening commitments, representing the Income Team and providing informed responses to a wide range of resident enquiries.

People Management: N/A
Service Management: N/A
Financial Responsibility: N/A

Other Responsibilities:
· To undertake other duties which may arise or as may be delegated from time to time, commensurate with the skills required for this post.





Person Specification

	 Criteria
	 Standard
	E/D
	Measure

	Education & training
	· Educated to "A" level or NVQ Level 3 or with equivalent experience. A housing qualification would be an advantage but is not essential.
· Commitment to achieve a professional qualification.
	D



D
	A



A/I

	Experience
	· Demonstrable experience of income management within a social housing environment, with a proven ability to address and resolve the challenges associated with income recovery
· Experience in establishing sustainable and realistic repayment arrangements with residents to effectively manage and reduce rent arrears. 
· Thorough understanding of housing legislation, relevant regulatory frameworks, associated case law, Welfare Reform measures, and the court pre‑action protocol governing rent arrears and possession proceedings. 
· Comprehensive knowledge of welfare benefits policy and legislation, and the ability to apply this effectively when supporting residents to maximise their income.
· Evidence of working as an effective team player and building and maintaining effective relationships with colleagues.
· A record of successfully engaging with others and building positive relationships with a variety of stakeholders.
· Experience of working in an environment requiring the delivery of outstanding customer service and of effectively dealing with customers face-to-face.
· A successful track record of contributing to continuous improvement to improve organisational performance, reduce costs and deliver increasing customer satisfaction.
· Able to listen to and assimilate information 
provided by residents and colleagues quickly and unambiguously. 
	D




D



D





D




E


E


E




E



E

	A/I




I



A/I





I




A/I


I


A/I




A



A

	
	· Experience of using and maintaining account/financial records and IT systems and of producing and reporting on management information.
· Able to plan and prioritise workload without close supervision. 
· Able to make accurate and timely reports on the outcomes of casework 
· Able to write and present reports, produce witness statement for Possession Hearings, and deal effectively with 
correspondence. 
· Evidence of promoting equal opportunities.
	E



E

E

D



D
	A/I



I

A

A/I



A

	Special Requirements
	Full valid driving licence 
· The role often involves visiting residents’ homes, attending court, or travelling across the borough, so a valid driving licence and access to a vehicle. 

DBS Check (Disclosure and Barring Service)
· Because the role involves working with potentially vulnerable residents, a Standard DBS check is required. 

Ability to Work Flexible Hours
While the job is usually office‑hours based, you may need to:
· Attend occasional early/late appointments
· Arrange visits around resident availability
· Attend court hearings at set times
Lone Working Requirements
Income Officers frequently conduct home visits alone.
· Willingness to lone‑work
· Following lone‑working procedures
· Use of safety devices/apps provided by the council
Home WIFI 
· Hybrid working is offered, so access to a strong connection WIFI is required. 
	E





E





E








E






E
	A/I





A/I





A/I








A/I






A/I



Key:
E = Essential, D = Desirable, 
A = Application Form, I = Interview, P = Presentation




Candidate Screening

	Does Rehabilitation of Offenders Act 1974 apply?

	Yes

	Disclosure and Barring Service check required and level

	Yes
Basic

	Is this a Politically Restricted Post?

	No

	Does this role have emergency responsibilities?

	No
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	LINKED GRADE DESCRIPTOR

	Job Title
	Team + Pay Grade
	Duties/ responsibilities with reference to values and behaviours
	Probable Qualifications
	Indicative Experience

	Income Officer
	Income Officer W3
	· Meet behaviour targets for the role as set out in role map.
· Ability to perform areas of responsibility set out in the job profile and Person Specification, including attending Court as required.

	Good standard of education (‘A’ level or equivalent).
	At least 3 years relevant experience 

	Income Officer
	Income Officer W4
	As Above plus:
· Detailed knowledge of social housing and other related legislation, including the Housing Act, the Welfare Reform Act. As well as knowledge of the Universal Credit Regulations 2013. 
· Able to effectively handle the most complex cases with minimal supervision and attend complex Court cases without the need for additional supervision.
· Proven track record of mentoring and supporting other team members with complex cases.
· Taking on additional specialist duties around income management such as, representing the Council on multi-agency groups where appropriate.
· To actively contribute to service delivery, support colleagues and put forward ideas for service improvements. 
· To support the development of initiatives within Resident Services
· Being a super user of income-based IT systems and providing training / mentoring to team members / new starters as and when required. 
	Good standard of education (‘A’ level or equivalent).

AND 

CIH professional qualification or equivalent.
	At least 5 years relevant experience in an income officer role.


	[bookmark: _Hlk221118842]Teamwork
Working together across teams, partner organisations and communities to achieve shared goals.
	Honesty
Acting honestly and openly in all communications and decisions.
	Respect
Valuing diversity, treating everyone with dignity, and ensuring fairness.
	Innovation
Encouraging new ideas, continuous improvement, and embracing change with strength, flexibility, and a recognition that being better doesn’t have to cost money.
	Value-Led
Public Service is at our core; putting the needs of residents at the heart of decisions, focusing on meaningful outcomes and striving for excellence.
	Empowerment
Supporting staff to take initiative and influence their work, maintaining high standards of conduct, competence, and ethics.

	
Listen to each other, share knowledge and expertise to achieve our goals. 

Take responsibility and work proactively. 

Work collaboratively, building productive relationships, finding common ground and helping each other to achieve shared outcomes. 

Be united across teams, as a single organisation, without silos, to meet our residents’ needs.


	
Be transparent in our decision-making, proactively sharing explanations and building trust between the Council and residents/customers. 

Communicate openly, showing respect and understanding. 

Exchange reflections and constructive suggestions to improve the way we work, without blame or judgement. 

Be authentic and our actions match our words: we say what we mean, and we do what we say we will do.
	
Value new and different ideas and listen actively to all points of view, even if we disagree. 

Treat everyone (residents, customers, partners and staff) fairly and create an inclusive environment where everyone feels respected and are accountable. 

Embrace diversity, appreciating its benefits and getting the most out of its opportunities, so everyone feels valued and included. 

Take time to recognise, acknowledge and appreciate each other and celebrate successes, so we know our voices are heard and our actions are valued.
	
Challenge the status quo, embracing change and adapting to meet future demands. 

Continuously learn and develop, using data and experience, and listening to residents and customers, to recognise what’s working well and what we can do differently.

Maximise opportunities to improve; building on our existing skills, processes, infrastructure, technology and tools to be the best we can be. 

Encourage and welcome new ideas, discovering new ways of doing things, finding creative solutions to problems and turning uncertainty into opportunities.
	
Always keep our residents and customers in mind and are committed to delivering the best we can, while spending public money wisely.

Hold ourselves to high standards, acting as a role model. 

Live by our values and are focused on outcomes.

Prioritise wellbeing, leading with compassion and empathy.
	
Serve our residents and customers proactively and decisively, confident in our authority, autonomy and areas of expertise, and making courageous decisions. 

Support residents and customers to be as independent as possible, promoting self-service for those who want it, so we can provide greater support to those who need it.

Trust each other, and challenge unprofessional behaviour.

Actively create the environment and opportunities for learning and skills development, and each of us takes responsibility for making the most of them.
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