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Job Description
1. JOB DETAILS

Job Title:	Income Team Manager
[bookmark: _GoBack]Location:	Bellshill Team/Directorate:	Customer Services Responsible To:	Regional Lead (South)
Responsible For:	Housing Officer (Income), Housing Officer (Sustainment), Welfare Benefit Officers, Income Assistants, Housing Services Assistant and Retirement Staff as required.


2. JOB PURPOSE
· Lead, manage and motivate the Income Management Team to protect and maximise the income of the organisation. Drive a performance culture with a focus on continuous improvement, accountability and personal responsibility.
· Lead and provide a provision of services to ensure that our tenants are provided with support including welfare benefit advice to maximise the customer’s income and other support as identified by the sustainment team to enable customers to maintain successful tenancies.
· Manage rental income coming into the organisation, ensuring it is managed and processed efficiently and in line with audit and financial regulation requirements.

3. KEY RESULT AREAS/PRINCIPLE DUTIES AND RESPONSIBILITIES


· Develop and implement service improvement plans for the Income Management function by managing and monitoring performance effectively to ensure targets and outcomes are measured and achieved.

· Monitor and control appropriate support and income maximisation advice is provided to customers by Income Management Officers and that timely & pro- active enforcement action is taken where rent payment obligations are not met.
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· Oversee legal action process in relation to rent arrears recovery. This includes monitoring and developing the rent arrears recovery process/procedure and ensuring that we take account of best practice guidelines and adapted to changes in legislation.

· Manage and develop the Welfare Benefits Advice service ensuring that our service maximise the benefits to our customers. Adapt the service to support local communities. Lead on Income Maximisation campaigns to maximise the
customer’s income and also protect the income of the organisation.

· Manage, develop and adapt the Tenancy Sustainment service to meet the needs of our customers and local communities and ensure that our customers can sustain successful tenancies.
· Lead on the development of Income processing to maximise automation of processes and management of payment receipts and postings in accordance with agreed service standard. Ensure postings are completed to a timely manner to ensure real time information is provided to Income teams and customers.

· Develop and deliver strategic projects which support organisational success and future proofing through delivery of strategy action plans.

· Identify sources of funding including preparation of bid, oversee and monitor projects, reporting to the funding providers, manage the funding budget to maximise opportunities for our tenants.

· Monitor and manage performance by Income Management Officers in meeting arrears targets and ensuring that systems are being utilised to maximise their potential.

· Validate and review the effectiveness of current systems being used by Income management staff and lead co-ordination with other departments to make improvements.
· Lead on the development of Income Management reports to ensure performance is monitored. Develop meaningful reports that can be utilised by the Income Management team and executive team. Streamline reports across the Group to ensure a consistent approach in the collection of current and former tenant rent arrears.
· Manage services to meet our agreed KPI’s & SLA’s and legislative requirements.

· Lead, influence and implement changes to legislation to develop Income related policy and procedures.

· Represent Cairn at events, meetings, and other forums.

· Input	and	contribute	to	strategy	and	business	planning	and	oversee	the implementation of subsequent actions across the Income Management team


· Resolve customer issues and queries and apply creative thinking to identify personalised solutions to the satisfaction of customers.

· Investigate and respond to issues relating to customer contacts, including complaints.

· Monitor & control budget spend and authorisations in line with Line Management delegated authority.

· Develop effective automation of processes, management of payment receipts & posting in accordance with agreed service standards.

· Develop and provide effective support to staff in their career progression to become people managers and plan for succession

· Lead in the recruitment, induction and support of new Income Management staff.

· Manage formal processes across The Group by conducting investigations or hearing disciplinary and appeals, where required, to ensure an impartial, prompt and confidential approach is taken and fair outcomes are delivered, in line with employment legislation, best practice, and HR policies and procedures.


3.2 Key Performance Indicators
Monitor & coordinate agreed KPI rent loss due to voids.
Monitor & coordinate agreed KPI rent arrears & former tenant arrears. Monitor & coordinate agreed KPI Tenancy Sustainment.

Achieve agreed Service Standard: Estate inspections & management Customer care visits.
Cornerstone
MATS targets & complaints


3.3 Key Contacts – Internal & External


· Tenants/Owners/Lease Holders/customers.
· Local	Authorities/Registered	Social	Landlords/Voluntary	Sector	Sustainment Agencies & Charities.
· Cairn Staff/Cairn agents/Board.
· CIH/SHN/SFHA
· Funding Providers
· Social work/Support agencies/GP.
· External Contractors.
· Solicitors/Sherriff Officers & Clerks/Financial Trustees/Accountant in Bankruptcy.
· DWP/Third party sector support agencies.
· Police/Emergency services.
· Tenant Appointees.

3.4 Health & Safety

· Ensure that Health and Safety guidelines and fire regulations are strictly adhered to
· Comply with safe working practices as defined by Cairn Housing Group
· Complete online training as and when required
· Take reasonable care for your own health and safety and that of others who may be affected by acts or omissions at work
· Report any accidents, incidents or near misses as soon as reasonably practicable.

3.5 General

· Be aware of and adhere to Cairn Housing Group policies at all times
· Take part in progress/performance reviews throughout the year
· Cooperate with other Cairn Housing Group departments
· Attend training courses and complete online training modules as required to meet the requirements of the post
· Take responsibility for own personal development, seeking out opportunities to learn new skills
· Resolve customer issues including complaints in line with complaints procedure.
· Oversee court staff, ensure smooth running of the courts, monitor SLA, ensure appropriate staffing levels
· Undertake any other duties as requested by management which are reasonably deemed to be within the scope of the role


3.6 Other
· Apply the Cairn Housing Group values and behaviours to every aspect of the role at all times
· Promote and maintain the brand standards of Cairn Housing Group










Income Team Manager

Person Specification

	
CRITERIA
	
ESSENTIAL
	
DESIRABLE

	Qualifications and specific training
	Educated to HND level or other relevant professional qualification.
Substantial experience within a housing role 3-4 years.
IT systems literacy. H & S awareness.
Demonstrate a willingness to undertake continued professional development.
	

	Experience
	Substantial Line management/supervisory experience.
Substantial experience in a similar role delivering s customer focused service.
Proven track record of income maximisation, interventions and enforcement action.
	

	Knowledge
	Comprehensive understanding of housing legislation and best practice guidance.

Substantial current understanding of Welfare Benefits and their interaction within the Social Housing sector.
	Knowledge and understanding of specialist HM software systems.

	Skills
	· Prioritisation and Time Management of self and direct reports.
· IT Literate.
· Developed communication and interpersonal skills.
· Report & presentation writing.
· Ability to take ownership of a situation.
· Ability to work under pressure and coordinate a varied and complex workload.
· Ability to work under own initiative and prioritise own workload
· Ability to evaluate, diagnose and find solutions to problems.
· Ability to manage and coordinate projects.
	Mediation & negotiating skills.



	Personal attributes
	· Ambition (is driven to do well, be effective, achieve, succeed and progress quickly through the organisation)
· Analytical reasoning (is driven to do well, be effective, achieve, succeed and progress quickly through the organisation)
· Compliance (adheres to policies and/or procedures, or seeks approval from the appropriate authority before making changes)
· Developing others (develops subordinates' competence by planning effective experiences related to current and future jobs, in the light of individual motivations, interest and current work situation)
· Empathy (understands the feelings and attitudes of others and is able to put oneself in others' shoes).
· Innovation (is change-oriented and able to generate and/or recognise creative solutions in varying work- related situations).
· Integrity (maintains and promotes organisational, social, and ethical standards and values in the conduct of internal as well as external business activities)
· Listening (draws out opinions and information from others in face-to- face interaction)
· Communication (is proficient in both written and verbal communication)
	

	Additional requirements
	· Must have access to transport or be able to travel between locations.
· Provide cover as required.
· Attain a basic Disclosure Check.
· Assess risk & utilise lone working P &
P’s and tools.
· Be adaptable and willing to work additional hours if required.
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