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LINKED GRADE DESCRIPTOR

Values and Behaviours
Job Description

Job Title:		Housing Team Leader - Income

Pay Grade:		W4 – W5
Directorate:		People and Communities	

Team:			Housing Services and Transformation

Reporting to:	Resident Services Manager	

Responsible for:	Income Recovery Officer

Job Purpose:
Work collaboratively with service managers, housing colleagues, contractors and customers providing a one team, customer centric approach to service delivery and ensuring the Housing Service is delivered to the highest standard.

To provide a comprehensive housing service across the Resident Services area.  You will be responsible for leading, managing and coordinating a team of Income Officers to provide a high quality, customer focused Housing Management service in line with our service standards and values. You will lead by setting a good example and engage the team to achieve goals. 

Main Tasks:
1. Lead and manage the housing management team, comprising 4 Income Officers overseeing a proactive income collection service promoting early intervention and tenancy sustainment across the teams, including the ongoing use and management of Mobysoft Rentsense.
2. Develop a supportive approach to staff to enable them to respond to problematic and complex cases. Address personal development needs in regular performance and objective reviews. 
3. Lead on complex income matters, advising the team and assisting with exceptional cases.
4. Provide timely, accurate and proactive responses to MP and Councillor enquiries.
5. Lead on complex cases which require legal possession action advising the team and adhering to Ministry of Justice pre action protocols and communicating with the Legal Team as required and attend court as necessary. 
6. To work closely with the Systems & Performance Team to ensure all debit and income is applied accurately by raising any concerns at the earliest opportunity.
7. Ensure compliance with policies, procedures and ensure legislative requirements are followed to deliver an effective income & housing management service.
8. Source and provide training for the income team to enable them to deal with customer enquiries effectively and provide regular updates on changes to law affecting welfare benefit entitlements. 
9. Be responsible for stage one complaints relating to income management having due regard for Housing Ombudsman Code of Guidance.
10. Provide a professional, pro-active, and friendly service to all residents by yourself and the team.

People Management:
· Be a good manager, leading your team demonstrating the values and behaviours of a manager of Woking Borough Council
· Ensure team comply to corporate policies and procedures.  
· Carry out appraisals, 121’s, recruitment and staff management in line with corporate guidelines.

Service Management:
· To effectively manage all aspect of the Income collection service to all tenures having due regard for the regulatory standards for social housing the housing ombudsman 

Financial Responsibility:
· To monitor income collection on a weekly basis, producing reports as required to help improve the service.

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. 
· Deputise for Resident services Manager and Head of Service as required. 

Person Specification

	 Criteria
	 Standard
	E/D
	Measure

	Education & training
	· Good general standard of education to GCSE level – 5 GCSE’s
· CIH or an equivalent other recognised housing qualification
· Extensive knowledge of social housing legislation
	E

D


E
	A

A


A

	Experience
	· Demonstrable knowledge and experience of working in a housing organisation
· Experience of working with tenants, leaseholders and external agencies.
· Practical experience and understanding of supporting service teams and/or providing support different client groups.
· Demonstrable experience in delivering customer-focused services and initiatives.
· Experience of interpreting technical information and presenting in plain English. 
· Experience of collaborative working with a range of external organisations and other council departments to achieve strategic objectives.
· Advanced knowledge of social housing matters including Income collection.
· Experience of Microsoft Office programmes including MS Excel.
· Experience of working with Elected Members.
· Proven and demonstrable experience of managing a team.
· Experience of PCOL and Pre-action protocol and Court framework and casework.
	E

E

E


E


E

D



E

D

D

E

D
	I

I

I


I


I

I



I

I

I

I

I

	Special Requirements
	· Excellent verbal, written and presentation communication skills
· Good listening skills and the ability to build a rapport with a diverse network of individuals
· Able to handle conflict, difficult conversations and negotiations professionally and persuasively with customers either face-to-face, by phone or online, including those who may be in difficult and/or emotionally charged situations.
· Ability to engage effectively with a diverse audience using a wide range of communication tools.
· The ability to analyse data and identify key themes and trends
· Ability to plan, prioritise and use their own initiative in order to solve problems.
· Strong reporting skills and the ability to maintain up to date records
· Able to manage staff effectively as well as contribute positively as a team member.
· The ability to look critically at systems, policies, processes and procedures and to recommend and implement improvements.
· The ability to set objectives to align with business strategy and vision
· Takes pride in their work and are passionate about providing excellent customer service – you will go the extra mile and are able to inspire the same attitude in others
	E

E


E




E


D


E

E

E
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E
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A/I
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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

	Housing Team Leader Income
	Resident Services W4
	· 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.
· Understanding of the regulator for social housing and how they impact social landlords and local authorities
· Understanding of the Housing Ombudsman and how they impact local authorities
	Good standard of education (‘A’ level or equivalent).
	At least 2 years relevant experience 

	Housing Team Leader Income
	Resident Services W5
	As Above plus:
· Has managed a team of officers
· Detailed knowledge of tenancy and ASB management and legislation
· Able to effectively handle the most complex cases with minimal supervision.
· Proven track record of mentoring and managing team supporting them with complex cases.
· Taking on additional management and specialist duties around tenancy and ASB management, such as, representing the Council on multi-agency groups. 
· To actively manage service delivery, support colleagues and put forward and implement ideas for service improvements. 
· To manage the development of initiatives to extend tenancy and ASB management
· Assist when required in the Council’s out of hours Emergency Duty arrangements 
	

Good standard of education (‘A’ level or equivalent)

AND 

CIH professional qualification or equivalent training
	

At least 4 years relevant experience in a Housing Income Team Leader role or equivalent 





	[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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