
 

 

JOB DESCRIPTION 

 

 
Post: Rent and Income Officer  

 
Responsible to: Housing Services Manager  

 

 
Role Objectives 

 

To help deliver a high quality and responsive rent arrears management service across 650 
supported and general needs tenancies for vulnerable people, to ensure rental income is 
maximised. The RIO will have specific responsibility for monitoring and taking appropriate 
action for arrears cases over £2000 and, where appropriate, for progressing formal 
possession applications on behalf of Ability. The postholder will work closely with six 
patch-based Housing and Support Officers, providing them with support and advice 
regarding their work on arrears cases under £2000. 

 
Key tasks 

  Rent Recovery 

• Weekly monitoring and management of all arrears cases owing over £2000, taking prompt and 

effective action to recover the arrears, in accordance with Ability policy and procedures 

• Regular contact with residents in rent arrears, providing them with appropriate advice about 

their case, their entitlement to welfare benefits and putting in place affordable repayment plans 

• Close and frequent liaison with HSOs about all arrears cases on their patches, providing updates 

on all cases over £2000 and also general support regarding their cases under £2000  

• Make referrals to specialist advice agencies for residents with complex financial problems  

• Completion of Equality Act assessments to confirm an individual resident’s support needs have 

been adequately considered and addressed, prior to legal action going ahead 

• Progression of formal possession action, where appropriate and within set timescales, according 

to established procedures  

• Accurate weekly and monthly reporting to HSOs and the HSM in relation to income collection 

and arrears recovery performance across all tenancies in arrears, including current position on all 

cases with legal action being taken  

• Provide an accurate, effective and appropriate response to tenants’ enquiries about their rent 

accounts.  

• Running weekly rent arrears reports, keeping records of actions taken and corresponding with 

tenants. Liaising with HSOs to conduct joint visits as required.  



• Maintain and update detailed case records, recording all relevant information regarding any 

action taken and the reasons for this  

• Provide a responsive and efficient telephone enquiry service to customers. 

• Raising Refund requests for overpayment of rent by tenant. Signing invoices received for 

overpayment of Housing Benefit and arranging payment back to Housing Benefit.  

• Prepare basic financial statements for customers where needed. 

• Assist HSOs to carry out a range of tasks in connection with new claims for Housing Benefit. 

Investigate cases of outstanding benefit and take appropriate action.  

 

Former Tenant Arrears  

• Monitor FTAs, liaising with tenant/ NOK / appointee’s and HB to ensure final payments received.  

• Liaising with Trace Agency if no forwarding address given by former tenant  

• Coordinating court actions through small claims court for recovery of FTA.  

• Requesting write offs if unable to recover payment, with supporting documents. 

• Arrange write off to be actioned when request approved with supporting documents.   

 

 
General 

 
• To comply at all times with the Association’s legal, contractual and 

regulatory responsibilities in relation to the above duties. 
 
• To be aware of and comply with all current policies, procedure and guidelines. 

 
• To contribute to the development of policy, procedures and best practice. 

 
• To ensure that record keeping, monitoring and administrative systems are kept fully 

up to date and accurate in accordance with procedures. 

 
• Ability is committed to providing a healthy and safe working environment and expects 

all employees to observe and promote H&S related policies in all areas of their work, 
including attending training as appropriate. 

 
• To observe and promote the letter and spirit of Ability’s equality and diversity policy in 

all contact with staff, clients and members of the public and to attend training as 
appropriate. 

 
• To work effectively with other members of the Housing Services team to meet 

team objectives and targets and to deputise for other Housing and Support 
Officers as required. 

 
• To promote effective multi agency working by keeping up to date on other 

relevant statutory and voluntary agencies, cultivating good local contacts, 
attending regular network meetings and generally promoting the work of Ability 
Housing with other agencies. 



• To attend internal and external meetings as required. Time off in lieu is 
available for attending meetings outside of normal office hours. 

 
• To carry out other duties, reasonably requested, which may be appropriate to the role. 

 
 

PERSON SPECIFICATION 

• Knowledgeable and experienced housing association rent arrears officer with 

experience of working with vulnerable customer groups 

• Demonstrable empathy and understanding for our customers who have learning 

disabilities, mental health needs and / or physical and sensory impairments. 

• Proven knowledge and relevant experience in taking legal action, to include NSPs, 

court applications (including PCOL) and attendance at possession hearings  

• Experienced in supporting customers to optimise benefit position in a supported 

housing environment 

• Strong team player, able to work collaboratively with colleagues to deliver positive 

outcomes for residents and Ability   

• Experience in building relationships with external stakeholders 

• Must hold a valid UK driver’s licence and have ability to undertake home visits and 

attend court hearings across a dispersed area, as required 

The role will be subject to an Enhanced DBS check. 
 
 
 
 
 

 

 


