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	Job title
	Income Management Officer


	Salary, Grade and SCP

	4 (SCP 12-17) £26,421 - £28,770

	Service/Team

	Finance/Income

	Responsible for staff/equipment 
	N/A

	Main purpose of job 
	1. To provide a specialist customer focussed service ensuring that Adult Care Client Contributions are administered, managed, and paid in a prompt and timely manner to defined standards and codes of practice. 
2. To provide advice and support to Social Workers, Financial Safeguarding Team, Financial Assessment Team, and providers of service. 
3. To liaise with Service Users, external customers and their families to negotiate and agree payment methods and payment arrangements.
4. To recover the assessed contributions in line with the Care Act 2014 and the Adult Care Charging Policy
5. To provide advice and support to other Directorate Service Users


	Key responsibilities 
	1. To administer, manage and review a caseload to enable prompt collection and maximising income through negotiation, income management, and debt recovery skills to provide a resolution to arrears due to unpaid contributions.
2. To provide as part of a team, support and advice to clients and families relating to a wide range of Adult Care charges which can be of a complex and sensitive nature.
3. To explain our Charging Policy relating to Personal Budgets to internal departments, clients, and families.

	Key tasks 





	1. To actively deal with cases referred by the Billing Team relating to Adult Care charges. This will be of wide scope, encompassing all categories of income administration and debt collection. 
2. To explain complicated information by evidencing and interpreting information on several IT systems.
3. To interpret and work to guidelines, policy and protocol making decisions and solving problems and to provide advice to clients.
4. Administer, manage and review a caseload including negotiating payment arrangements with clients and their families to agree most effective payment options.
5. To maintain up to date records to be prepared for debt recovery and enforcement initiatives and pursue recovery of charges in the event of default.
6. Take ownership and accountability ensuring quality and performance is delivered. 
7. Deal with all aspects of direct debit arrangements including set ups with customers, bounces and cancellations. 
8. Administer uncleared payments by matching them off to the correct invoice.
9. Administer payments via pay.net.
10. To administer refunds adhering to the corporate refund procedure and create indemnity forms where applicable.
11. To review customer’s overall outstanding debt position which will include contributions for several types of service producing statements for clients when requested.
12. To produce Recovery documents (including Reminders through to Letter Before Court Claims) in respect of unpaid client contributions.
13. To transfer payments when necessary and process refunds when accounts have been overpaid
14. To make claims against the Estates of deceased clients requesting details of executors and query grant of probates. Compile one-off final invoices detailing charging periods and description of services. 
15. To collate and complete agreed documentation for uncollectable accounts in accordance with designated write off policy. 
16. Deal with queries from customers, some of which can be complex, sensitive and upsetting in a professional manner and signpost where necessary.
17. Prioritise workload and work unsupervised, with an accomplishment of continuous improvement	

	Other duties/specific policies e.g. DBS

	The post holder must carry out their duties with full regard to the Council’s Equal Opportunities Policy, Code of Conduct and all other Council Policies.

The post holder must comply with the Council’s Health and Safety Policy and with Health and Safety legislation.

The post holder must comply with the principles of the Freedom of Information Act 2000 in relation to the management of Council records and information. 

To comply with the principles and requirements of the Data Protection Act 2018 and GDPR in relation to the management of Council records and information, and respect the privacy of personal information held by the Council

To comply with the Care Act 2014 and associated charging policy

To adhere to the Corporate Debt Management Policy.
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