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	JOB DESCRIPTION


	Form

JD1

	JOB TITLE:    Housing Management Officer (patch including sheltered scheme)
	POST NUMBER:  

	REPORTS TO 
	Housing Team Leader



	DEPARTMENT:     Housing Services
	GRADE: 7



	JE REF:
	3821

B01090
	PANEL DATE:
	21/03/2017


	1.
	MAIN PURPOSE OF JOB

To provide a proactive and holistic local housing management service with a focus on advice, early intervention and prevention to help meet customer needs and deliver on Housing and Council priorities. 


	2.
	KEY TASKS:



	
	2.1

	Work within the Housing Management Service to provide a full housing service to tenants, leaseholders and other customers as appropriate. Deliver high standards of customer care in all activities and achieve all defined targets and service standards. This will often be achieved through working with colleagues, residents, other services and contractors. It includes:
· Joined up neighbourhood management
· Ensuring environmental and physical assets are maintained

· Having a presence and delivering service in the area managed or other locations as needed
· Delivering advice sessions in various locations.
· Taking part in staff rotas to deliver high quality customer service

· Actively working to promote health, wellbeing and independent living.

 

	
	2.2
	Preventing and reducing tenant rent arrears, debt and helping customers maximise their disposable income and skills to aid employability. The emphasis will be on providing information, prevention work and early intervention. 

	
	2.3
	Ensure customer profiling and needs assessment information is collected and updated through scheduled and ad hoc home visits and other contact.  Interpret available customer data to provide relevant advice and information, make referrals and low level interventions as needed. Act on safeguarding and mental capacity issues when identified.

	
	2.4
	Work with colleagues to ensure empty homes (voids) are re-let within target and meet the lettable standard. This includes:
· Pre allocation meetings

· Property inspection and repair ordering

· Updating IT systems and preparing property adverts

· Accompanied viewings and tenancy sign up

· Providing advice about the property, it’s amenities and communal facilities


	
	2.5
	Pro-actively investigate and resolve nuisance and anti-social behaviour with a focus on encouraging early resolution of cases and support for victims. This will often be achieved through working with colleagues, residents, other services and contractors. 

	
	2.6
	Work closely with residents, colleagues and partners to ensure that estates are well maintained, safe and pleasant places to live and work. Contribute to environmental improvement, modernisation and planned maintenance programmes.. 

Help develop community capacity to identify, promote and contribute to local issues. The HMO will ensure that local issues and priorities have a high profile and are included in any local or wider service planning activities.

	
	2.7
	Progress all service requests and tasks associated with tenancy management, seeking specialist advice from appropriate agencies or officers as required. Examples of these will include:

· Creating of tenancies and rent accounts

· Request from tenants to improve their homes

· Mutual Exchange requests

· Boundary disputes

· Assignments and successions

· Garden assistance requests

· Keeping communal areas sterile to comply with fire safety risk assessments

· Issuing written advice or requests to customers



	
	2.8
	Carry out building management duties including:

· Responding to fire alarms

· Fire alarm testing as required

· Carrying out safety checks

· Arranging rectification of any repairs or risks identified

· Ensuring that homes are secure and customer belongings safe due to abandonment or enforced absence.

· Test warden call equipment periodically.

· Managing the guest and respite rooms



	
	2.9
	Carry out periodic home visits to customers and their families to:

· Inspect the property, identify and deal with areas of concern

· Update customer records

· Identify any unmet need through assessment

· Provide information, advice and low level interventions to promote health and wellbeing

This list is not exhaustive.



	
	2.10
	In sheltered schemes respond to all emergency calls from tenants during scheme hours, assessing the situation, taking appropriate action which promotes the independence and dignity of the tenant. This may include first aid checks, resuscitation, attending to personal care needs, calling GP/emergency services/family contact as required, use of lifting equipment to help customers who have fallen.



	3.
	SUPERVISION / MANAGEMENT OF PEOPLE

No. reporting - none

Direct: none

Indirect: None



	4.
	CREATIVITY & INNOVATION

HMOs must continuously work to receive, identify and resolve the problems that customers and communities face.  They have to work within the service’s regulatory framework, however, they must work flexibly and use their experience and imagination to find appropriate and timely solutions to the challenges that managing large areas of housing and communities bring. HMOs must help develop community capacity to work in partnership to meet individual and local housing needs and actively participate in wider planning and delivery of services. 



	5.
	CONTACTS & RELATIONSHIPS

HMOs will have daily contact with customers and their families and wider communities addressing their queries complaints and helping them meet their needs. As well as acting in the capacity as representative for Housing Services and the wider council. HMOs will consult with and communicate the issues and priorities of these customers and the wider community as appropriate. This will involve organising local meetings and attending meetings organised by Residents Associations and other groups.

HMO’s will have daily contact with other colleagues within the Housing Services to respond to customer queries, complete administrative tasks and help complete service requests.

HMOs will have daily contact with other CYC departments and external partners, such as Social Services, Environmental Health, Public Realm, Schools, legal services, Support Officers, CAB, police, Age UK. Generally contact will be to obtain information, progress service requests for customers, to facilitate partnership working or be involved in case conferencing.

HMOs will to act as witnesses in legal or other formal proceedings whether instigated by Housing Services or other agencies.



	6.
	DECISIONS – discretion & consequences

Discretion – Generally decisions are taken in line with policy and procedure at a designated level. Some decisions need line management approval or are taken by line managers. Not all situations will be covered by policy / procedure and in these instances HMOs will call on their experience, knowledge and the results of any appropriate consultations to determine the correct course of action.. 

Consequences – The professional delivery of the Housing Management service and partnership working by the HMO enhances the reputation of C.Y.C. as a service provider and has a positive impact on the welfare and environment for tenants, their families and the community.
 

	7.
	RESOURCES – financial & equipment

(Not budget, and not including desktop equipment.)


Description
Value

Mobile phone and tablet
£800



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

Work demands  

· Post holder will have to work flexibly within the service and will have to manage their work according to levels of demand and the need to meet service deadlines. Daily / weekly they have to respond to customer contact, attend or organise meetings, attend or organise appointments, deliver advice sessions, organise work tasks and conduct home and site visits 

· Many processes / tasks have timescales attached, some of which are statutory. This would amount to 50% of the post holder’s time.

· Approximately 50% of their time is spent dealing with issues such as voids, arrears, nuisance issues, building management and other estate issues involving tenants.

· The job is subject to many interruptions as customers contact on a daily basis with service requests.

Physical demands

· Approximately 50% of their time is spent within an office environment and the other 50% is spent visiting various locations within the estate, which involves a lot of walking.

Work conditions

· 50% of time work is office based.
· On visits post holder must work in line with the CYC Lone Working Policy.  They can be exposed to unpleasant conditions including; dusty, dirty, smoky atmospheres, smelly environments with urine and faeces and used needles in people’s homes, and aggressive animals.
· Attends meetings outside normal hours, as required  
Work context

· Potentially post holder is exposed to verbal aggression either on the telephone or when visiting customers daily.  There is also a potential for physical aggression when working with often vulnerable individuals who can be emotionally upset and threatening.    Dealing with some of the issues can be very emotional and stressful.



	9.


	KNOWLEDGE & SKILLS

Ideally educated to degree level but as a minimum will have GCSE English Language and Mathematics or equivalent, or be able to clearly demonstrate a high standard of written and verbal communication, numeracy and competence when dealing with statistics.
Knowledge of relevant legislation and the issues around these including housing, social care, information governance, anti-social behaviour and public health.
An understanding of the civil court process in relation to housing, breaches of tenancy and ASB matters 
Ability to thoroughly investigate complaints, including the gathering of evidence, the interviewing of witnesses / complainant / offender and keep accurate records.
Ability to assess customer issues / situations and provide appropriate advice or interventions directly or by working with or referring to other services.
Experience, understanding and ability to resolve tenancy breaches, nuisance and anti social behaviour, working alone or with other services as needed. 
Knowledge of community engagement and the benefits of volunteering 
Working knowledge of arrears prevention, recovery and income maximisation. Ability to give budgeting and benefits advice. 

Working knowledge of issues around allocating and letting empty homes. 

Able to demonstrate good interpersonal skills at all levels, specifically in dealing with a varied customer base, which can involve dealing confidently with challenging customer interactions. 

Experience of and an ability to work effectively with tenants, their families and the wider community, using a pro-active solution focussed approach in resolving identified projects or problems..
An understanding of the personal and social circumstances of tenants, including an understanding of mental health issues, alcohol / drug / substance abuse and how poverty affects health and living conditions.
Experience of and ability to facilitate and take part in multi- agency working on tenancy matters and the physical environment, to achieve positive outcomes for tenants, their families and the wider community.
Knowledge of social welfare, public health issues and social care in relation to social housing provision. 
Ability to manage workload effectively, working independently, assertively and sensitively when needed.
An ability to work effectively as part of a team, promoting a constructive team spirit, supporting colleagues and working within a collaborative, supportive culture.
Ability to demonstrate working under pressure and have a flexible approach to work
Have comprehensive IT skills including ability to use databases, excel, word, electronic case record system and use an electronic diary.  Ability to write case reports keep good records.
Demonstrable understanding of, and a clear commitment to, the delivery of high quality, customer focused services.
An understanding of confidentiality and data protection issues..
An understanding and commitment to equal opportunities. 
Ability to attend work outside of normal office hours as required. 
knowledge and understanding of the issues which may be relevant when responding to a customer emergency, including the skills to quickly assess and respond with appropriate action
Knowledge of First aid, moving and handling, infection control
Ability to converse and provide advice and guidance to members of the public, in spoken English, to Common European Framework of Reference for Languages (CEFR) - level C2 - Mastery or proficiency - Can express him/herself spontaneously at length with a natural conversational flow, avoiding or backtracking around any difficulty so smoothly that the person with whom they are conversing is hardly aware of it. Can understand with ease virtually everything heard or read.

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 Team Leader





Housing Management Officer 





Other jobs at this level:  





Jobs reporting up to this one: None
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