MAKE A DIFFERENCE

ROLE PROFILE

JOB TITLE: Financial Support Officer

REPORTING TO: Income Manager

TEAM: Income Maximisation

JOB OVERVIEW

Provide a high quality, comprehensive and solution—focussed service to ForHousing tenants
affected by, or expected to be affected by, changes in benefits either due to welfare reform or
changes in their circumstances.

Maximise our tenant’s income and ForHousing’s revenue income to support our Vision of
Improved Lives and our Community Impact Strategy.

Ensure appropriate financial support is promoted to and provided to target groups of
customers.

Work with colleagues and other agencies to ensure our overall offer to these customers is
timely and effective in providing solutions for households experiencing financial difficulties,
acting as necessary to signpost and refer customers to other agencies for additional advice
and support.

ABOUT FORHOUSING AND THIS ROLE
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Respect Trust Openness Passion
With tenants at the core of everything we do our values shine through and drive our behaviour.

ABOUT FORHOUSING

Everything we do aims to positively impact the lives of our social housing tenants and deliver on what matters to
them and their communities.
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MAKE A DIFFERENCE

By listening to tenants and keeping them at the heart of all we do, we provide safe, well maintained, sustainable
homes and deliver customer focused, equitable and efficient services. And we always want to do better.

Through our tenant focused, inclusive and agile culture, ForHousing is a place where everyone can thrive and be
themselves.

ABOUT THE ROLE

You'll work to positively impact tenants and their communities by:

e Targeting and contacting groups of customers and individual households at risk of, or affected by welfare
reform, and taking referrals from other officers to undertake appropriate assessments, ensuring accurate
understanding of the issues faced.

e Offering solutions based on the household assessment, either directly delivered by ForHousing or available
via partner organisations.

e Ensuring that customers’ housing benefit or Universal Credit is maximised by advising on the current
regulations and legislation. Supporting those unable to do so by themselves to make claims, including as
appropriate for backdates, making appeals, or requesting advances of benefit.

¢ Delivering specific activity to resolve issues faced by households affected by welfare reform or changes in
circumstances as directed by managers and based on customer insight and good practice. Such activity will
include, but not be limited to:

Offering advice around Rightsizing moves (including Mutual Exchange)
Income maximisation

Welfare reform briefings, communication and publicity

Helping to protect ForHousing’s rental income

Promoting financial products available such as Budgeting Accounts
Promoting options available to customers affected by benefit changes
Household financial assessment

Engaging with money and debt advice

e Helping ensure ForHousing’s offer to households affected by welfare reform is solution-focussed, in line with
best practice, and is as broad as can be achieved by a landlord of real social responsibility.

e Working closely with the Income Team, Independent Living Service, and Neighbourhood Teams to ensure
our offer is joined up and seamless from a customer perspective.

e |dentifying, and helping build effective partnerships with external services which will assist in improving the
financial wellbeing of our customers.

e Maintaining accurate and up to date records with a particular focus on contacts with customers, assessments
and outcomes.

e Contributing to the development of pre-tenancy assessments to determine affordability and financial
capability, and manage risk in terms of allocations.

e Contributing to monitoring and reporting the impacts of welfare reform.




MAKE A DIFFERENCE

e Supporting the delivery of service plans, the Corporate Plan and the Wellbeing Strategy.

WHAT WE ALL NEED TO DO

e Things can change so we may ask you to carry out other duties to make sure we continue to meet
organisation and people needs. We’'ll consult you first and always make sure any different duties are in line
with your post and salary

e Our strategic Outcomes are the things we aim to deliver together through our strategies. You will play an
important part in what we will achieve. We encourage you to find new or improved ways of working to help
make good things happen every day

e You'll help make sure we continue to maintain and even exceed expectations, performance, and compliance
standards. At the same time, you'll seek best value for money in every part of the job

e If you access commercially sensitive or personal information that may be covered by the Data Protection
Act, you must maintain confidentiality in line with our policies and procedures. Let your manager know if
you aren’t clear about anything

¢ We thrive in an inclusive environment, where everyone is valued. You'll need to familiarise yourself with our
equity, diversity and inclusion policies; to help make sure we deliver a person focused service

e Compliance on all aspects of health, safety and welfare for all staff and customers is paramount to how we
work together.

e You'll need to carry out any personal development activities which will support you in your job and help you
continually innovate and reach your full potential

e All colleagues are responsible for ensuring that the data that we hold about customers, properties, and any
other relevant services in corporate systems is collected, regularly checked for accuracy, and used for the
purposes stated. Accurate, good quality data is critical to providing person-centred customer service. This
also includes recording all customer and property interactions

o We all have a responsibility to escalate safety or any other concerns and share those raised to us by tenant,
stakeholders, or other colleagues. Managers and leaders must take seriously and act appropriately on any
concerns raised to them

e From time to time, you may need to undertake other tasks commensurate with your role.

Person Specification:

Assessment Key: AF = Application Form | = Interview T = Test/Assessment QC = Qualification Certificate
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MAKE A DIFFERENCE

Qualifications and
Training

Experience,
knowledge, skills
and qualities

Skills and abilities

Personal qualities

REQUIREMENT

(All criteria are essential unless defined as desirable)

Good standard of Education e.g. FE Diploma, Professional
Qualification or equivalent

Good Numeracy Skills

Knowledge of Welfare Reform

Knowledge of the current housing benefit and universal credit
regulations and legislation.

Sound understanding of social housing issues

Experience of interviewing / assessment of customers
Working Experience of the use of Microsoft office software in
particular Outlook, Word, Excel and Access

Experience of working with customers to provide solutions
Evidence of building and sustaining effective partnership
working

Experience of working in social housing environment
(Desirable)

Knowledge of landlord provided solutions to welfare reform
impacts (Desirable)

Effective written and verbal communication skills

Proven Ability to work to demanding deadlines

Ability to prioritise and organise a complex workload

Ability to show initiative and problem solving

Able to travel between Company locations to meet role
requirements

Demonstrate a flexible approach to role, responsibilities and
work patterns
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