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Accountability Profile:

	
Job title:

	
Rent Support Officer – Prevention

	
Employer:

	
Weaver Vale Housing Trust

	
Location:

	
Gadbrook Point, Rudheath Way, Northwich, Cheshire

	
Contract:

	
Permanent

	
Annual Salary:

	
£33,232.58

	
Hours of work:

	
37 hours per week

	
Department/Team:

	
Tenancy and Neighbourhoods Sustainability / Income

	
Reporting to:

	
Rent Support Team Leader

	
DBS Requirement for the role:

	

Basic 



NB. The information outlined below is the purpose of the post, i.e., why it exists, and the key accountabilities of the post holder and the outcomes required of the post. This is not a list of tasks or duties, as post holders are required to perform any reasonable task within their competence to deliver the stated outcomes
	
Job purpose

	To provide proactive, customer-focused support that helps prevent rent arrears from occurring or escalating and enables customers to sustain successful tenancies. The postholder will manage lower-level arrears cases through effective monitoring, early intervention and tailored support, promoting the Trust's Rent First approach and encouraging positive payment behaviours from the outset.
The role will work closely with new and existing customers to establish sustainable rent payment arrangements, including setting up Direct Debits, supporting Alternative Payment Arrangements and providing practical guidance to help customers manage their tenancy obligations. Through regular engagement, the postholder will identify potential risks to tenancy sustainment at an early stage and provide targeted interventions to reduce the likelihood of arrears developing.
The postholder will support a wide range of customers who require advice and assistance with welfare benefits and income maximisation, delivering support both face-to-face and via telephone. This will include helping customers understand and maintain their benefit entitlement, complete applications, provide supporting evidence, resolve issues with claims and access other sources of financial support where appropriate.
As welfare benefits become increasingly complex and more customers move to Universal Credit, the role will provide practical, hands-on support to help customers successfully manage their claims and address issues before they place their tenancy at risk. By focusing on prevention and early resolution, the postholder will help customers maintain financial stability, sustain their tenancies and reduce demand for more intensive arrears recovery interventions linking with internal and eternal support services.
This is a full time vacant post.




	Key Accountabilities

	List key tasks for which the job holder is accountable to deliver on. Bullet points required. 

· To promote the Trust’s ‘Rent First’ message at all times
· To focus on the prevention of debt and those customers whose arrears are below the level where legal recovery action would start
· To take proactive, prompt and effective action in accordance with the Trust’s Corporate Debt Policy to maximise rental income, the main source of income for the Trust
· To maximise the personal income for Customers of the trust through the completion of low level benefit applications and signposting to internal teams and external partners.
· To achieve the agreed individual and team performance targets to meet the SAM’s in the Our Money strategy



Person Specification

	
	Essential
	Desirable

	



Qualifications


	· 5 GCSEs Grade C or above, incl. Maths and English or NVQ Level 2 in a related subject (or equivalent) 
· Full UK driving licence and access to on vehicle

	


	



Skills
	· Teamwork 
· Taking responsibility
· Decision Making
· Communications
· Trustworthiness and Ethics
· Results orientation
· Problem Solving
· Organisational skills
· Calm under pressure
· Proactive
· Solution focussed
· Helpful
· Approachable
· Effective and confident communicator
· Inter-personal skills.
· Positive approach to change.
· Self-motivated
· Commitment to customer service excellence.
· Open to own learning and development




	

	


Experience




	
· Experience of negotiating with members of the public to achieve key targets for the team and organisation.

· Experience of delivering excellent customer service adapted to the needs of difference customers.

· Experience of working to targets, deadlines and responding    positively to performance feedback to achieve results 

· Experience of working within a pressurised environment and the ability to continually sustain working at a fast paced level

· Self motivated - ability to organise workloads and balance competing priorities

· Personal resilience with difficult conversations, with customers, who may be vulnerable and under pressure, and colleagues.

· Ability to work both independently, using initiative and making decisions, and as flexible team member supporting colleagues

	

	
Knowledge



	
	· A working knowledge of social housing including Income Management and welfare benefits.



This post is subject to a Basic Disclosure and Baring Services check.

I confirm this is the correct accountability profile for my Rent Support Officer – Prevention role.
 
Post-holder Name: 

Signature: 

Date: 



	
	
	



image1.png
éﬂ% Weaver Vale
HOUSING TRUST




