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Financial Resilience Officer
  
Our vision is to create communities where everyone has a safe home in a place where they’re proud to live. We’re big and we’re local. Residents are at the heart of all we and we use our size to influence positive change in the areas where we operate.
  
It’s also about living our values which are at the HEART of what we do. All colleagues are expected to demonstrate a commitment to our values through their behaviours, actions and words on a daily basis. As a valued member of the Southern Housing Team, you’ll embrace our Values to inspire others as well as yourself to be 

· Honest
· Efficient
· Accountable
· Respectful 
· Trusted

You’ll demonstrate our HEART values in your behaviours. You’ll:

· Be authentic, open and transparent in your actions and words
· Believe that by working together we accomplish more, and work hard every day to improve services, efficiency and value for money. 
· Take responsibility for delivering excellence and own your own actions.
· Embrace difference, and put our residents, colleagues and our partners are at the heart of all you do.
· Do what you say you will and be relied upon to keep your promises.
 
And, of course, always collaborating as One Team, showing commitment to our approach to Equality Diversity & Inclusion, Health & Safety, Compliance and Code of Conduct policies and practices within Southern Housing.

The role

Reporting to a Financial Resilience Manager, this role’s purpose is to:

Be part of a high performing team providing a support service offer for residents in rent arrears, delivering money guidance information and advice.  You will establish, develop, and maintain good working relationships with colleagues and external agencies to support finding solutions to household budget and debt problems.

You will help residents in arrears to manage their finances and improve their financial capability.  You will support maximising income through prompt and consistent money management and benefit advice, [image: ]prioritising support for new residents.






The location

You’ll be based at a Southern Housing office with the option for working in a hybrid way when appropriate and as agreed with your manager.


What you’ll be doing:
  
· Delivering a resident centric support service, providing money guidance and assistance to residents in claiming benefits, challenging benefit decisions, and accessing welfare support
· Working with the Lettings team to provide support for new residents identified as requiring assistance accessing welfare support, claiming benefits
· Providing identified new residents with money guidance to support reductions in early arrears
· Working with the wider Customer Accounts team to identify residents who are entitled to claim overpayments, or make appeals to support reducing rent arrears
· Working with the wider Customer Accounts team to support residents in arrears, especially early arrears
· Supporting residents in arrears in responding to legal action, helping them to negotiate with local authorities to support finding solutions
· Supporting residents in arrears to improve their financial position and prevent debt build up, referring them to external agencies and support services as required to meet their needs
· Recognising resident vulnerability and adapting your approach accordingly
· Ensuring that good quality records are maintained on Customer Dynamics and other platforms for individual cases and maintaining directories of local advice agencies for residents 
· Signposting residents to a variety of statutory, voluntary, and private organisations for specialist advice and support.  This includes advice on opening and operating a basic bank account, seeking employment, or reducing energy and utility bill costs.
· Proactively seeking contact with residents identified as requiring support, such as those potentially impacted by welfare change, or requiring support with a new tenancy
· Supporting the administration and operation of residents’ hardship funds and support systems
· Receiving referrals from colleagues and residents, assessing residents’ eligibility for support
· Supporting the preparation of case studies and administration of projects as required
· Helping deliver advice and information campaigns, including local events, supporting residents on cost of living, welfare reform, and financial challenges




  
What you’ll need:

· A good standard of education, with strong literacy and numeracy skills, gained through qualifications and/or relevant work experience. A Levels (or equivalent) would be advantageous.
· Wide-ranging knowledge of the benefit/ welfare system and support organisations
· Experience of supporting residents in financial hardship with advice
· Good understanding of completing applications for benefits, grants, appeals, and funding
· Understanding of the principles of budgeting for low-income families
· Good negotiation and influencing skills
· Excellent PC skills
· Organised with good attention to detail, able to manage and priories own work to meet deadlines
· Excellent communications skills, including actively listening, absorbing information, conveying information in plain English, both orally and in writing.
· Resident-focused
· Able to work quickly and efficiently navigate and manage a range of systems and applications.
· Able to develop partnership working with external agencies 
· Committed to providing an excellent customer service for our residents
· A positive ‘can-do’ attitude
· Personal resilience and able to deal positively with challenging behaviours
· Can remain calm under pressure.
· Self-motivated, enthusiastic and a team player.
· Good understanding of equality and diversity
· Can prioritise work in order to meet deadlines
· Able to work productively with other departments
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