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VISION
Transforming Neighbourhoods, Homes and Services 

to Improve the Quality of Life for our Customers
This is our long term statement of intent; our future aspiration

VALUES
Fairness, Openness, Respect, Enthusiasm, Commitment, Collaboration, Customer Focus

Our values drive our behaviour and these are our public statement of how customers, stakeholders and partners should expect to be treated in their dealings with colleagues in the Trust.

1.
Fairness
Contributing to the creation of standards of service delivery and a culture in which all customers, staff, Executive Management Team and Board Members are supported, encouraged, expected and given every opportunity, to voice concerns, raise issues, highlight opportunities and comment upon any aspect of the organisation’s operation.

To be receptive to, act upon and treat all views in a clear, transparent and equal manner.

2.
Openness
Providing objective, considered, honest and sensitive comment and feedback on the work performance and quality of service delivered by colleagues, staff, Executive Management Team and Board members.

3.
Respect

Promoting a work ethic that is open, democratic and non-discriminatory and values all contributions.

Conducting WVHT business without confrontation, accusation or ridicule, respecting the views, strengths, weaknesses and personal circumstances of all customers, staff and Board Members.

Having due regard for all assets of WVHT – both human and physical –so they are best used to further the organisation’s goals and contribute to its success.

4.
Enthusiasm
Working professionally, positively and energetically to deliver the organisation’s services and uphold its reputation, while constantly striving to identify new opportunities and areas for personal and professional growth.

Being passionate about making WVHT a success – both commercially and socially.
5.
Collaboration- 

Working together efficiently and effectively 

· To deliver value for money services

· To continually innovate to improve the quality of our service offer

· To realise our vision

Making the best use of the unique strengths, skills and experience of staff and colleagues inside and outside the organisation, through co-operation and partnership.

6. Commitment
Adding personal value to the delivery of the Trust’s objectives by committing the:  

Time, expertise, knowledge 
necessary to support the systematic delivery of a high quality service, through effective processes.
Feeling personally responsible for WVHT’s success.

7.
Customer focus
Placing customers at the centre of all we do.
Updated 1 February 2011.MR.
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Conditions of Service

	Hours


	The basic working week is 37 hours.  Most monthly paid employees work their hours in accordance with a flexible working hours scheme.  If the post is not within this scheme, the hours of work will be stipulated in the letter of appointment.

	Probation Period


	A minimum of six months for all employees. All probationary periods are extendable at the Company’s discretion

	Notice
	The minimum period of notice of resignation required from employees is one week during the probation period and one month / three months thereafter dependent on grade. 

	Method of Payment
	Salaries are paid on the 21st of each month, or the preceding Friday where the 21st falls on a weekend or bank holiday. You will be required to have an account with a bank or other organisation which can accept a direct debit.

	Annual Leave
	Leave entitlement is between 24 – 30 days leave dependent on grade and / or length of service. The leave entitlement of staff who join during the year will be pro rata to the relevant full annual entitlement. Normal public holidays are additional to the above.

	Maternity Leave
	Employees with a minimum of one year’s service at the qualifying week are entitled to maternity leave of 11 weeks prior to the expected date of confinement and 29 weeks after the confinement occurs. Employees with less than one year’s service are given statutory entitlement.

	Pension


	There is a choice to become a member of the Local Government Pension Scheme or a scheme operated by the Social Housing Pension Scheme. This is a final salary pension scheme.

	Car Allowances
	Posts which require travel as part of the job will be designated as either a Regular or Casual business user and be eligible to claim car allowances for journeys on official Trust business.

	Smoking


	A no smoking policy is in operation.

	Representation
	The Company recognises trade unions for negotiating terms and conditions and for other matters of appropriate staff concern.

	Equal Opportunities


	All staff must be aware of the equal opportunities policy and be willing to put it into practice.
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Immigration, Asylum & Nationality Act 2006

Prevention of Illegal Working

Under the terms of the Immigration, Asylum & Nationality Act 2006, all employers in the UK are required to make basic checks on everyone they intend to employ.  By checking and copying certain original documents belonging to the potential employee, the Trust can ensure a statutory defence against conviction for employing an illegal worker.

Where a prospective employee does not have the right to work in the UK without Home Office permission, any offer of employment will be conditional on the receipt of a certificate of sponsorship.

These rules apply to any new employee, whether on salary, wages, fees or any other form of payment and irrespective of the length or duration of the work.

In order to comply with the Act, all candidates are asked to bring to the interview:

One of the original documents (or two of the documents in the specified combinations) included in List A OR  List B - you do not need to produce documents from both List A and List B.
Please note that where documents are provided from list B, the originals of appointed candidates must be checked at least every twelve months to comply with legislation.

List A

This covers documents which can be produced alone (or in the specified combinations) by nationals of the European Economic Area (EEA) and Switzerland to provide the Trust with statutory defence (ongoing justification):

· A passport – showing that the person named on the passport is a British citizen, or a citizen of the United Kingdom and Colonies having the right of abode in the UK;

· A passport or national identity card showing that person named on the passport or identity card is a national of the EEA or Switzerland;

· A residence permit, registration certificate or document certifying permanent residence issued by the Home Office or the UK Border Agency to a national of an EEA country or Switzerland;

· A Biometric Immigration Document issued by the UK Border Agency to the holder, which indicates that the person named in it is allowed to stay indefinitely in the UK, or has no time limit on their stay in the UK;

· A passport or other travel document endorsed to show that the holder is exempt from immigration control, allowed to stay indefinitely in the UK, has the right of abode in the UK or no time limit on their UK stay.

The following documents provide an ongoing justification when produced in combination with an official document giving the person’s permanent National Insurance Number and their name, issued by a Government Agency or a previous employer:

· An Immigration Status Document issued by the Home Office or the Border and Immigration Agency to the holder with an endorsement indicating that the person named in it is allowed to stay indefinitely in the UK or has no time limit on their stay in the UK;

· A full birth certificate issued in the UK which includes the name(s) of at least one of the holder’s parents;

· A full adoption certificate issued in the UK which includes the name(s) of at least one of the holder’s parents;

· A birth certificate issued in the Channel Islands, the Isle of Man or Ireland;

· An adoption certificate issued in the Channel Islands, the Isle of Man or Ireland;

· A certificate of registration or naturalisation as a British citizen;

· A letter issued by the Home Office or the Border and Immigration Agency to the holder which indicates that the person named in it is allowed to stay indefinitely in the UK.

List B

This covers documents which can be produced alone (or in the specified combinations) by non-EEA and non-Swiss Nationals to provide the University with statutory defence for up to 12 months (original documents in this category must be checked at least every twelve months by the employer in order to comply with the current legislation):

· A passport or travel document endorsed to show that the holder is allowed to stay in the UK and is allowed to do the type of work in question, provided that it does not require the issue of a sponsorship certificate;

· A Biometric Immigration Document issued by the UK Border Agency to the holder which indicates that the person named in it can stay in the UK and is allowed to do the work in question;

· A sponsorship certificate or other approval to take employment issued by the Home Office or the UK Border Agency when produced in combination with either a passport or another travel document endorsed to show the holder is allowed to stay in the UK and is allowed to do the work in question, or a letter issued by the Home Office or the UK Border Agency to the holder or the employer (or prospective employer) confirming this;

· A certificate of application issued by the Home Office or the UK Border Agency to (or for) a family member of a national of an EEA country or Switzerland stating that the holder is permitted to take employment, which is less than 6 months old when produced in combination with evidence of verification by the UK Border Agency Employer Checking Service;

· A residence card or document issued by the Home Office or the UK Border Agency stating that the holder is permitted to take employment, when produced in combination with evidence of verification by the UK Border Agency Employer Checking Service;

· An Application Registration Card issued by the Home Office or the UK Border Agency stating that the holder is permitted to take employment, when produced in combination with evidence of verification by the UK Border Agency Employer Checking Service;

· An Immigration Status Document issued by the Home Office or the UK Border Agency to the holder with an endorsement indicating that the person named in it can stay in the UK and is allowed to do the type of work in question, when produced in combination with an official document giving the person’s permanent National Insurance Number and their name issued by a Government agency or a previous employer;

· A letter issued by the Home Office or the UK Border Agency to the holder or the employer or prospective employer, which indicates that the person named in the document can stay in the UK and is allowed to do the work in question when produced in combination with an official document giving the person’s permanent National Insurance Number and their name issued by a Government agency or a previous employer.

Please note that the following documents do not provide suitable evidence and will not be accepted:

· A Home Office Standard Acknowledgement Letter or Immigration Service Letter (IS96W) which states that an asylum seeker can work in the United Kingdom.  (Individuals with these documents should contact the Home Office for information about how they can apply for an Application Registration Card);

· A letter issued by the Home Office stating the holder is a British Citizen;

· A passport describing the holder as a British Dependent Territories Citizen which states that the holder has a connection with Gibraltar;

· A short birth certificate issued in the United Kingdom which does not have details of the holder’s parents;

· A card or certificate issued by the Inland Revenue under the Construction Industry Scheme;

· A temporary National Insurance Number (beginning with TN, or any number ending with the letters E to Z inclusive);

· A driving license issued by the Driver and Vehicle Licensing Agency;

· A bill issued by a financial institution or a utility company.

Further guidance can be obtained from the Human Resources Team, Gadbrook point, Rudheath Way, Northwich, Cheshire.  CW9 7LL.
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Weaver Vale Housing Trust, with over 350 employees, owns over 6,000 properties.  We provide a wide range of housing throughout Vale Royal from small rural schemes with a few houses to larger neighbourhoods centred around Northwich, Winsford and Frodsham.
2 x Temporary Income Management Support Officers 

Gadbrook Park, Northwich

37 Hours per week - to include some evening work (2 x nights per week until 7pm) and 2 x  Saturday morning’s (see below)

Post 1 
Mon – Tues 
 
11am – 7pm 

               
Wed – Fri
  
9am  – 5pm 

Post 2 
Mon – Wed   

9am - 5pm



Thurs-Fri

11am- 7pm

Both posts to work Saturday mornings (9am-12.30pm) every other week  *with half day off during the week when this occurs 

Grade F, £20,198 - £22,221 per annum (pro rata), plus Regular User Mileage Allowance

Fixed term contract until the 31st March 2012.
An excellent opportunity has arisen to become part of the Specialist Income Team for a temporary period to assist with arrears recovery and prevention. You will support the Income Management Officers by working on current tenant arrears in specific areas, as directed by the Team Leader, where intensive work is required to reduce arrears and protect the Trust’s income. With the ability to prevent arrears accruing, to maximise income and to help customers access appropriate help and advice, you will also work to clear targets, report on performance and be willing to work some evenings and weekends to help reach our customers.

Previous experience in Income Management, County Court Procedures and knowledge of relevant housing legislation and Good Practice are essential. You should also have a minimum of five GCSE's, or equivalent, and a relevant professional qualification is desirable. A full driving licence is essential for this post.

Closing date: 
21st November 2011 at 12.00 noon
Interview date: 
29th November 2011
In addition to salary we offer a great working environment, an excellent pension scheme with a high level of employer’s contribution, 24 – 29 days’ leave, child care subsidy and subsidised use of leisure centres.

A Criminal Records Bureau (CRB) check, at Enhanced level will be applicable to this role.
For an application pack please visit www.wvht.co.uk or email careers@wvht.co.uk.  Alternatively please call our 24 hours recruitment line on 01606 813321.

The Trust invites applicants from all members of the community, irrespective of sex, marital status, race, religion, disability, sexual orientation or age.
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WEAVER VALE HOUSING TRUST

JOB DESCRIPTION

JOB TITLE
:
INCOME MANAGEMENT SUPPORT OFFICER  
DIRECTORATE
: RESOURCES
LOCATION
:GADBROOK POINT

REPORT TO
:TEAM LEADER (INCOME MANAGEMENT)

DATE WRITTEN
:October 2011 
GRADE
:F

POST HOLDER

This job description defines the agreed post objectives, key tasks and work priorities at the date above.  The changing needs of the authority may give rise to changes in any aspect of the job description and it will therefore be subject to periodic review.

POST OBJECTIVES

The objectives of the post define the roles of the post and the areas and scope of the postholder’s responsibilities.

POST OBJECTIVES

· To take effective action in respect of tenants in arrears in accordance with the trust’s rent arrears recovery policy. 

· To reduce rent arrears by supporting the Income Management Officers by working in specific areas or on specific cases, as directed by the Income Management Team Leader and to work within the Trust’s Equality and Diversity, Health and Safety and Customer Services Policies.

· To be responsible for identifying tenants customer needs and taking responsibility for referring concerns to relevant agencies. 

· To promote an effective Landlord/Tenant relationship.

· To achieve agreed performance targets 

KEY TASKS

The Key Tasks are those important areas of work, which have been identified and agreed as being essential in meeting the post objectives.  The list is not exhaustive and is designed to act as a guide.  There may well be other Key Tasks, which, although important in achieving the post objectives, are not listed.

KEY TASKS

1. To provide appropriate support and guidance to tenants from the start to the end of their tenancy in relation to their Tenancy Agreement.

2. To be responsible for rent collecting and recovery of rent arrears in accordance with the Income Management services rent arrears strategy and procedures.

3. To make and monitor payment arrangements with customers and/or their representatives by office interview, correspondence, telephone or home visit and take appropriate action where such agreements are not maintained.
4. To ensure that customers’ income is maximised by offering referrals to the Trust’s Money Advisors , and advice regarding other agencies.

5. The provision of debt counselling advice – liaison with Debt Counsellors and Tenants where cases referred to the Money Advisors, CAB or other agencies.

6. To be responsible for the preparation and presentation of rent possession cases in the County Court.  Liaison with Legal Services, Court Officials and Bailiffs, as required.

7. To produce detailed factual reports for the Income Team Leader and Housing Manager where authority to evict is being sought in accordance with the Income Management Services rent arrears strategy and procedures.

8. To prepare, submit and attend cases to the County Court for Possession Hearings which involves:

· Possession Claims On-Line

· Preparation of Evidence for Court

· Pre-court visits to advise tenants of action and to obtain admission of facts

· Court attendance

9. Extensive involvement with regard to cases leading to eviction and actual attendance at evictions.  This to be undertaken in close liaison with County Court Bailiffs.

10. The daily maintenance and monitoring of accounts in rent arrears for the purpose of producing reports, statistics and information for the Income Team Leader, Housing Manager.

11. The effective usage and maintenance of computerised systems to include QL and other PC based applications.

12. To maintain continual awareness of legislative changes in respect of rent collection and recovery.

13. To ensure that tenant welfare is treated as a priority issues, taking into account the Trust’s policy on anti-poverty.

14. To continue to liaise with Benefit Services to maximise the rental income and ensure timely completion of Housing Benefit Claims.

15. To liaise with other members of Housing Management Services and colleagues from other Divisions/Directorates as and when required, to maintain an efficient and effective service.

16. To liaise with Tenancy Management Officers to jointly work towards the prevention of breaches of tenancy.

17. To ensure that reasonable care is taken at all times for the health, safety and welfare of yourself and other persons and to comply with the policies and procedures relating to health and safety within the Trust.

Performance Standard

· Membership of an appropriate professional body is desirable – minimum of practitioner level or equivalent depending on professional body.

· All recommendations to be completed each week (unless authorisation not to do so by Team Leader).

· To provide an initial reply in writing to any requests from tenants within 7 working days. 

· To ensure that all standards within the Rent and Income Recovery procedure and policy are met.

Competency

· The ability to communicate clearly and effectively with a diverse range of people – both verbally and in writing.

· Puts customers first and responds effectively to their needs.

· A positive attitude to change and the ability to identify opportunities to improve performance.

· Works co-operatively with colleagues and internal and external partners, sharing information, ideas and innovation.

· Self directed, identifies and focuses on key objectives, effectively prioritising workload to meet deadlines.

· Encouraging supporting and inspiring others to develop confidence and capability.

· Identifies own development needs and communicates them to the Team Leader.

· Committed to the visions and values of the trust.

Performance Indicator

· That customer satisfaction meets the agreed target.

· To ensure that any projects or procedure reviews are carried out within the agreed timescales.
· To attend all 1:1 with the Team Leader and to provide a construction contribution.

Employee:……….…………………………………..

Signed:……….………………………………………

Date:……….…………………………………………


WEAVER VALE HOUSING TRUST

PERSON SPECIFICATION
	Department:
	Weaver Vale Housing Trust
	Grade:
	F

	Section:
	Income Management Team
	Ref no:
	

	Job Title:
	Income Management Officer 
	Date Prepared:
	October 2011 


	ESSENTIAL CRITERIA
	DESIRABLE CRITERIA

	1.  Skills & Experience

	· Experience of providing services requiring a high level of customer care.

· Experience of interviewing and negotiating with members of the public.

· Experience of using computer systems.

· Experience of arrears management in an affordable housing/customer focussed environment.

· Previous experience of County Court procedures

· Ability to show initiative and problem solve.

· Display good written and verbal communication skills and good numeric skills.


	· Supervisory experience.     



	2.  Qualifications

	· Knowledge of  rent arrears legislation

· Understanding of  housing and welfare benefit  

· Minimum of 5 GCSE’s (Graded A-C), or equivalent
	· Relevant professional qualification.



	3.  Personal qualities

	· Ability to meet deadlines and work under pressure.

· Ability to organise own workloads.

· Ability to work as a team member.
· Demonstrate a confident approach to work.


	

	4.  Job circumstances

	· Full valid car driving licence and access to a vehicle

· Able to interview tenants in the office, at their home or on the telephone. Carrying out home visits alone is a requirement of this post.
· Able to work in evenings and at weekends.  Work on own initiative and show a flexible approach to work.


	

	5.  Equalities

	· Display an understanding of equal opportunities issues in relation to affordable housing and the provision of services.


	






POSITION	Temporary Income Management Support Officer x 2





DIRECTORATE			Resources	





CLOSING DATE			21st NOVEMBER 2011 AT 12.00





INTERVIEW DATE			29th November 2011
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