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	JOB DESCRIPTION


	Form

JD1

	JOB TITLE:   Housing Management Team Leader (Area Based)
	POST NUMBER:  

	REPORTS TO 
	Housing Management Service Manager

	DEPARTMENT:     Housing Services
	GRADE: 9


	JE REF:
	3822
B01091
	PANEL DATE:
	21/05/2017


	1.
	MAIN PURPOSE OF JOB 

a) To coordinate and manage the work of an area Housing Management Team to ensure that all housing management functions are carried out to a high standard in a holistic, customer focused manner so that health and wellbeing of customers and the resilience of communities is enhanced..

b) To take the lead role in assisting in the development and operational implementation of a portfolio of the  priorities for the Housing Management Service



	2.
	CORE RESPONSIBILITIES, TASKS & DUTIES:



	
	
	Take management responsibility for the effective deployment of staff and resources to ensure that:
a) the team is visible, effective and proactive in service delivery and support for customers and communities
b) estates are well managed and safe  
c) sheltered schemes are well managed and sheltered scheme customers appropriately supported
d) Ensuring that all customers are regularly informed, consulted and engaged on service provision and improvements.
e) All opportunities to engage residents in volunteering to support council services are taken.

f) The service is a top performer with regard to:

· Income management and generation

· Void management

· Customer care, engagement and equalities

· Tenancy and asset management

· Enabling individuals and families to have their diverse need met in the way they want.

· Reactive repairs and planned maintenance



	
	
	Develop, maintain, manage and promote partnerships and effective operational arrangements with contractors, agencies, statutory bodies, voluntary groups and other departments to enhance the health and wellbeing of customers, support independent living and developing community resilience. This will involve representing the department at forums and meetings involving internal and external partners.

	
	
	Work closely with the other housing team leaders to ensure that consistency of service provision is maintained, changes are implemented uniformly and there is a culture of customer focused collaborative working across the teams. 

	
	
	Work as part of the Customer Service Improvement Team, other staff and customers to improve existing procedures and working practices. This will include researching and recommending changes and helping draft specifications for the existing ICT systems that will improve staff effectiveness and efficiency.

	
	
	Arrange and manage staff to ensure that provision of the service at in the community is maximised and including workplaces and advice sessions operating and alongside other appropriate services where possible.. Arrange and manage staff resources to cover periods of staff absence and / or vacancies..

	
	
	Directly responsible for ensuring all other functions appropriate to leading and managing a team and service are carried out efficiently and effectively including:

· Direct budget management and contributing to the management of overall budgets

· Ensuring staff are well trained and informed

· Supervision including one to ones and appraisals

· Team and departmental meetings

· Opportunities for self development

· Responding to complaints and implementing complaint findings

· Ensuring compliance with all corporate policies and standards by self and staff and providing support / taking appropriate action for non-compliance.

· Contributing to press releases and responses.

· Buildings are effectively and safely managed and maintained

· Ensuring all required risk assessments are up to date and complied with.
.

	
	SPECIFIC RESPONSIBILITIES 

Within the service the 3 area Housing Management Team Leaders will take the lead on one of the following areas

· Income Management & debt reduction

· Localised working and customer involvement related services.
· Tenancy management and  Anti-social behaviour
Some indicative tasks within these areas are listed below

Income management & debt reduction
· Contribute toward the development of the strategy to tackle debt and improving recovery. This will include setting targets and implementing innovative ways of improving recovery.

· Through the use of management reports develop plans to respond to specific trends in arrears performance.

· Monitor the department’s former tenant arrears and assist in the development of action plans to improve performance including setting clear, challenging and achievable targets.

· Assist the delivery the annual rent increase / decrease.

· Ensure that Housing Services maximises its income and maintains a firm but fair approach, which prioritises early intervention and prevention and a holistic approach to tenancy sustainment.
Localised working and customer involvement
· Lead on the development of the strategy to ensure housing management is delivering housing services locally and positively contributing to the wider aims and roles of the council. 

· Work with colleagues to meet locally determined needs, encouraging resident engagement in service management and provision for housing and the wider council.
· Ensure that the Housing Management teams are making best use of profiling information to ensure that the service to customers is personalised.

· Ensure that localities benefit from advice sessions, local working of staff and partners and a proactive approach is taken to determining and meeting local priorities .
Tenancy Management and Anti Social Behaviour

· Lead on the delivery of the city’s ASB strategy from the housing management teams.

· Ensure that a proactive approach is being taken by the teams to minimise complaints through early intervention, partnership working and the provision of appropriate support through referral .

· Lead on environmental / physical solutions to tackling ASB
· Represent housing services on multi agency forums connected with ASB 

· Developing approaches and policies that result in well managed estates, communal areas and tenancies in compliance with the tenancy agreement whilst taking account of changing customer needs and abilities.

Whilst the Team Leader will take lead responsibility for one of these areas there is an expectation that they will cover for each other and contribute to each others agenda. They will also work on tasks and reviews as required by the service plan, taking a lead where indicated. The service plan is aligned to corporate objectives as set out in the council plan.


	3.
	SUPERVISION / MANAGEMENT OF PEOPLE

9 - Housing Management Officers some of which will be based in and manage a sheltered scheme.
Full line management responsibility of all staff including carrying out regular supervision, performance and development reviews, setting priorities, allocation and checking of workloads, dealing with discipline or grievance issues. 

Staff  work over a number of locations including Council offices and at outreach sessions within the community, sheltered schemes and from home. They can occasionally work after normal opening hours and the post holder can be the responsible officer for ensuring that they finish work safely if designated as such on the rota.


	4.
	CREATIVITY & INNOVATION

· Identify outdated and inefficient work methods and practices within the Team and consult with stakeholders to introduce efficient and effective practices utilising both ICT and manual solutions.

· Post holder will seek out and evaluate opportunities to develop and manage projects to improve service,working in partnership and leading working groups with internal and external partners. This could focus on health promotion, social inclusion, reducing risk to tenants across estates and schemes. Taking responsibility for actions and completion of such projects and reviewing services as new initiatives are identified
· Create and update user manuals, procedures and guidance notes with reference to housing law and case law, codes of guidance, best practice, innovative approaches and customer consultation.
· Draft text for and help design new media for the service and for targeted campaigns.

· Working with contractors on cost effective and innovative upgrades to facilities on estates and in schemes in a way that ensures value for money and quality.

· Regularly review the content and layout of letters / communications to ensure they are understood easily whilst making an impact. 
· Interpret often complex legislation and guidance and tailor services to ensure that they are compliant.
· Commission new management information as required and interpret this and existing along with statistics, profiling and equalities data to help shape the future direction of the service.
· Be able to respond quickly and assess all possible actions/ solutions when dealing with an emergency call from a Housing Management Officer, family member or someone who needs assistance and may be distressed. Finding unique solutions to both housing and tenant / tenancy related issues.


	5.
	CONTACTS & RELATIONSHIPS

· Internal - All contacts could be oral, in writing or electronic depending on the nature of each enquiry
· Daily contact with staff for ad hoc guidance and supervision, support as well as supervisions and team meetings. Dealing with poor performance or behaviour requires good negotiating skills, tact and diplomacy as well as confidence.
· Regular (daily) contact with managers/team leaders across the Housing Department to discuss work issues and working practices, resolving issues between teams often requires tact and diplomacy.

· Frequent contact with Councillors, MPs and the complaints team to provide information and resolve complaints on the services provided under the team’s area.

· Frequent contact with staff and managers from CYC departments as regularly on individual cases and for development of the service.
· Building relationships with contractors and having an input into planning of works to help achieve timescales, raising awareness with colleagues and contractors of the vulnerable client group in sheltered housing
· External   

· Contact with customers and relatives / advocates on personally sensitive issues or who may not be satisfied with the service they have received, often difficult situations, which require diffusing and reiteration of CYC policy or overriding of CYC policy in appropriate situations, cascading information on why this has been done to staff.

· Contact with other CYC department staff and managers and external suppliers, requiring good negotiation skills. This can involve dealing with conflicts across teams and requires tact and diplomacy.
· Contact with specialist advisers (e.g. HARP, Solicitors and CAB, Support agencies, the County Court Service, other Housing Providers, Offender Manager Service) to advise and negotiate on individual case and to develop joint working practices and protocols.
· Contact with North Yorkshire Fire and Rescue regarding entry procedures of all scheme and protocols in the event of an emergency to mitigate risks to our tenants. Taking the lead in emergency situations regarding scheme equipment including agreed  response time for Tunstall service, fire panels and auto doors response if failure of system and security of tenants and building, identifying what the priorities should be, the health safety implications and the impact on  customer satisfaction
· Liaise with contractors and colleagues on the progress of building and other works on estates and in sheltered schemes, in particular over quality and safety
· Contact with volunteers, community organisations and service providers around promoting active communities and volunteering opportunities.


	6.


	DECISIONS – discretion & consequences

Decisions:

· Decisions on disputed rent accounts and whether to uphold complaints.

· Identify where staff within management area of responsibility may be under achieving and recommend / instigate re-training, coaching, improvement planning, capability or disciplinary action as appropriate to individual cases in line with policy.
· Decisions on own budget management and assist in decisions within the budget management by advising the Housing Management Service Manager of any variations to the Team’s budget, ensuring no overspend and all anomalies reported to the Accountancy teams in a timely fashion. 

· Decisions on operational matters mainly at the designated level within policies and procedures such as individual tenancy breaches and arrears cases. Consequences impact on individuals and families who are served with legal notices and have legal action taken against them. This can result in county court judgements, the award of legal costs and eviction.

· Decisions on management of own workload in a high pressure environment and the deployment of resources within the team and the wider department. May need to prioritise particular aspects of the work to the detriment of other.

· Able to use judgement and discretion in the assessment of customer’s needs in emergency situations that may be distressing, making decisions and taking appropriate action.

· Delegated signatory responsibility up to £10,000

Consequences: 

The professional leadership of the housing management teams and the specific areas of leadership outlined above will ensure that the Landlord Service improves the health, wellbeing, safety and quality of life for housing and other customers; will increase social inclusion and the appearance of estates thus enhancing CYC’s reputation as a landlord and service provider. This will also lead to a reduction in the number of complaints received.


	7.
	RESOURCES – financial & equipment

(Not budget, and not including desktop equipment.)


Description
Value


Normal office equipment                                            

Mobile phone & tablet
500
Tunstall laptop, 
750



	8.
	WORK ENVIRONMENT – work demands, physical demands, working conditions & work context

Work demands – 
· Usual working hours are within the hours of 8.30- 5pm, Monday to Friday, within the scope of the Councils wider operating hours of 7am-7pm.

· In emergency situations the post holder may be contacted to work outside the referenced hours, to asses and supports the service area when/where required.  

· Subject to daily change the post holder must manage their own workload to meet the demands within the service priorities these may change daily, hourly therefore workloads will constantly need to be reassessed and prioritised. 

· The jobholder has to manage their own workload to deal with deadlines and conflicting demands, prioritising workload and responding to emergency calls, including responding to tenants’ or their relatives. priorities can change daily or hourly. 

· Can be subject to regular interruptions and distractions due to the nature of the tenants and needs of the schemes. 

· The jobholder has to manage staff resources to ensure staff resources are deployed effectively across the City including sickness or absence. 

· Able to work flexibly as part of a team and independently including supporting colleagues in challenging situations such as being on call to provide managerial support to staff.

Physical demands – 
Working across housing estates and sheltered schemes -

· Occasionally helping an individual in a situation where they have e.g. fallen.

· Post-holder will work from various sheltered housing schemes either on visits or meetings and this can change at short notice.

· To have an awareness of the physical demands of working with people, working with other colleagues and be involved with assessments; may include hands on interventions at times.

Working conditions – 
· Working and travelling to various locations throughout the day, can include travelling in all weather conditions.  
· Sites / home visits sometimes in dirty, dusty, smelly or smoking environments, which can present unknown hazards and risks. Can also be expected to work outside of office hours in an emergency
Work context – 
· On a regular basis, can be subject to verbal abuse and challenging and threatening behaviour from service users and their relatives in resolving issues and complaints, this may be face to face or on the telephone.

· The post holder could visit unfamiliar customers.                 

· Visits customers in the hours of darkness. 
The post holder will be expected to deal sensitively with difficult or sensitive situations on a regular basis with customers or their relatives


	9.


	KNOWLEDGE & SKILLS

· Ideally hold a Degree in a relevant subject or a Housing qualification or be studying towards one but as a minimum have GCSE Maths and English and be able to demonstrate a high level of numeracy and literacy.
· Experience of using and contributing to the development of a wide range of ICT systems.

· Proven experience supporting, motivating, coaching, training and leading a team of staff.

· Ability to identify training needs and develop a cohesive training plan for individuals and teams.

· Commitment to self development.

· Office and building management experience or demonstrate a good understanding.. 
· Ability to plan, monitor and prioritise own workload and that of the staff within your management remit.

· Ability to write and analyse statistical reports and contribute to specifications with regard to ICT developments.

· Ability to identify ICT and administrative solutions to improve the effectiveness of the teams within your management remit.

· Experience of working in and developing a customer focused environment.

· Have a minimum of two years experience of working in the social rented sector or another relevant area.
· Knowledge of Housing Management, social policy, community development issues, public health, social care and volunteering.
· Able to Interpret and communicate the meaning of legislation, policy, guidance, research and information on best practice.

· Experience of collaborative working with others the statutory, independent and voluntary agencies as well as other internal departments to ensure high standards of customer services are developed and maintained

· Experience of budget management, direct or indirect 
· Ability to plan monitor and prioritise own work load and that of the team to meet tight deadlines under pressure.

· Knowledge of health and safety, information governance and risk management.

· Ability to work flexibly, be innovative and motivate.
This post requires the post holder to undertake an enhanced – adult workforce criminal record check via the Disclosure and Barring Service.



	10.
	Position of Job in Organisation Structure
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Job reports to: Housing Management Service Manager





Other jobs Housing Management Team Leader (Account & Assets), Customer Services Improvement Team Leader, Housing Assistant Team Leader





THIS JOB





Jobs reporting up to this one: 


Housing Management Officers
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