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	JOB DESCRIPTION


	Form

JD1

	JOB TITLE: Supported Housing Service Manager
	POST NUMBER:  

	REPORTS TO:

	Head of Housing Management Services

	DEPARTMENT: Place   


	GRADE: 11

	JE REF:
	0004
	PANEL DATE:
	29/03/2022

	1.
	MAIN PURPOSE OF JOB 

· To lead the development and implementation of a supported housing strategy and support.

· Manage the temporary accommodation team based at James House, ensuring that all forms of temporary accommodation used to accommodate homeless people in York are managed efficiently and effectively.

· Work in partnership to develop supported housing and options for vulnerable customer groups in accordance with the identified needs of the city.

· To assist in the implementation of the Housing Options / Homelessness and Rough Sleeping Strategy and shape the support available for customers across Housing Services.

· Development of the services supporting older people including Independent Living Communities Scheme (but not direct management) and manage the Active Communities Officer.

· To be innovative and creative in developing solutions to provide supported housing and services that promote independent living, focusing on a strengths based approach to meets the needs of the city.

· Manage the Garden Assistance Scheme budget and develop community and strength based alternatives to this and other identified needs in partnership with colleagues and partners.


	2.
	CORE RESPONSIBILITIES, TASKS & DUTIES:



	
	i
	Management of the temporary accommodation team which provides housing management and support for homeless households and Gypsy and Travellers via 3 hostels, 3 travellers sites and dispersed temporary accommodation.

	
	ii
	To respond to complaints and MP, Councillor and Ombudsman enquiries.

	
	iii
	Attend strategic multi-agency forums on behalf of the Housing Department. Take decisions in individual cases according to departmental procedures and / or powers under the Scheme of Delegation.

	
	iv
	Occasional public speaking at external events and conferences promoting good practice.

	
	v
	To make decisions regarding court action and eviction in regard to breach of tenancy and license conditions.

	
	vi
	To have overall responsibility for allocation of City of York Council’s temporary accommodation.

	
	vii
	To deputise for the Housing Options and Support Service Manager on behalf of City of York Council at The North Yorkshire & City of York Multi-Agency Public Protection Arrangements (MAPPA, case conferences, MARAC, ASB case conferencing when required).

	
	viii
	Take decisions in individual cases according to departmental procedures and/or powers under the Scheme of Delegation.

	
	ix
	Ensure that all temporary accommodation and sites managed by the team meet Health and Safety requirements and offer appropriate standard of accommodation.

	
	x
	Development and effective implementation of city wide / multi-agency services and service improvement in temporary accommodation or on traveller sites.

	
	xi
	Explore the need for and develop suitable supported housing schemes and approaches for people with identified needs such as customers with mental health or learning disabilities.

	
	xii
	Review with colleagues the management arrangements and services of Independent Living Communities.

	
	xiii
	To work in conjunction with other agencies to develop and implement service plans, action plans and relevant strategies.

	
	xiv
	Involvement in / joint working re capital works within temporary accommodation and across the housing stock to help people needing support to live sustainably.

	
	xv
	Ensure that effective and appropriate arrangements are established and maintained for the support and supervision of all staff. That staff are clear what is expected of them and kept informed about their performance through regular professional consultation at an appropriate level.

	
	xvi
	Ensure all staff are formally appraised and have a personal development plan and that relevant training is provided for departmental staff. Co-ordination of city wide support workers multi-agency training programme.

	
	xvii
	Take overall responsibility for the effective deployment of service staff in order to ensure that customers receive appropriate quality services, in line with established service priorities, timescales and good practice and that services are adequately planned, recorded and reviewed. To recruit staff and deal with any disciplinary and grievance issues in accordance with CYC policies.

	
	xviii
	To develop and improve services (involving staff and user consultation), in accordance with national and local targets and specified actions within relevant strategies in particular the  Housing Options and Homelessness and Rough Sleeping Strategy, Supporting People Strategy and the future Gypsy and Traveller Action Plan.

	
	xix
	To contribute toward the development of an asset management strategy specifically with regard to the identification of the requirements for supported housing in the city.

	
	xx
	To contribute to developing and achieving the wider Housing / Corporate strategies, targets and priorities. To develop polices and procedures in accordance with new legislation and internal systems.

	
	xxi
	Work at a strategic level with other services in order to review, monitor and remodel services.

	
	xxii
	Manage and develop alternatives to the Garden Assistance Scheme along with colleagues and partners. Develop other initiatives that are community and strength based that support independent living and sustainable tenancies.

	
	xxiii
	Manage performance against measurable standards, including local and national indicators and performance targets.

	
	xiv
	Manage budgets within agreed and established cash limits, including staff budgets.

	
	xxv
	Develop and maintain effective working relationships with colleagues, partners and people accessing Housing Services.

	
	xxvi
	To carry out and action internal and external quality audits.

	
	xxvii
	Communicate appropriate information, developments and issues to staff. Attendance and contribution to management team meetings, Health and Safety meetings, development meetings and external forum.

	
	xxviii
	Ensure that the procedures used by staff in the service unit are up to date and in line with legislative and Council requirements.

	
	xxix
	Take a lead responsibility for developing new policy and procedure as they relate to the supported housing.

	
	xxx
	Undertake strategic “portfolio” responsibilities outside of the Service Unit as agreed with the Head of Housing Management Services.

	
	xxxi
	Management of Yorhome Service, Vulnerable Person Resettlement Service and Housing Options Assistants.

	3.
	SUPERVISION / MANAGEMENT OF PEOPLE

Number of staff reporting to jobholder and  nature of supervision 

eg full line management responsibility or day to day supervision of work 

Direct: 2          
Temporary Accommodation Manager

Active Communities Officer              


	4.
	CREATIVITY & INNOVATION

· The post holder has responsibility for the development of new services, processes and work methods within the field of supported housing. The post holder also has responsibility for altering existing processes and informing the development of assets that enhance the support in the city. 

· Starting from the requirements of statute and government policy, the post holder has responsibilities for the writing of Council strategies, policies and procedures. Usually there are no existing Council documents on which to draw. 

· Ensures that targets and procedures for relevant performance indicators and other local targets are developed and met.

· The level of legal, contractual and technical problem solving is very high.

· Problems are complex requiring creative solutions following consultation and negotiation by the post holder. Solutions must comply with legislation and national, regional, sub-regional and local policies whilst still meeting the needs of vulnerable client group.

· The post holder manages and coordinates projects involving a wide range of technical and professional issues. 

· Produces and devises materials to give practical advice to customers and stakeholders and to generally promote the service. 

· Problem solving is a daily activity.

· Creates a service culture that supports evidence-based practice, strength based services and reflective learning.

· The post holder engages research upon which Council policies are based and ensures that relevant research findings are disseminated and applied across the service and to other partnering services.

· Initiates, encourages and participates in any research pertinent to the speciality.

· Evaluates the outcomes of the service to inform improvement. 

· Establishes audit programmes and develops quality standards.
· Develop, implement and co-ordinate the Supported Housing Strategy taking account of the housing strategy, housing needs assessment and joint strategic needs assessment.

· The development of strategies and policies and their implementation so as to improve the supported housing within the city and to deliver the housing service action plan.  

· Compile and review bids to government and others to obtain funding to develop and to extend the service.
· Interpret complicated legal information and give expert advice in an easily understood (often non technical) format (written or verbal) to a wide variety of customers, including the public, other agencies, councillors and senior managers and to attend housing meetings, hearings and committees and courts to act as an expert witness.   

· Promote the work of the Supported Housing team, in terms of writing press releases, leaflets and articles, organising events, other publicity, training and education.

· To write policies and procedures as they relate to Supported Housing, taking account of the legislative requirement.

· Compile projects and work programmes and liaise with colleagues in other directorates and give advice in terms of consultancy work. 



	
	· Assessing and reporting the team’s performance, benchmarking performance and developing and meeting local and national performance indicators as necessary, so as to achieve continual service improvement. Development of new performance indicators, new policies and procedures, continuous improvement and performance management including customer care.
· Recognises training needs and devises and delivers training to customers, stakeholders and members.
· Develop a suitable work programme to incorporate all functions of the Supported Housing Team and beyond to prioritise and maximise the use of resources, in line with the Council’s corporate objectives, corporate strategy, sustainable community strategy and business model. 

· Ensure that all members of staff know how their service area links to the above priorities.

· Continuously review and develop improvements to the services delivered to all our customers through customer satisfaction surveys, analysis of complaints and customer journey mapping and undertaking an equalities impact assessment of the service.

· Devise training and development to ensure all staff are competent in their disciplines and up to date with evolving legislation. Undertake annual performance appraisals for all team members and monthly workload meetings and ensure that the relevant learning and development is undertaken.


	5.
	CONTACTS & RELATIONSHIPS

Internal

Regular contact with Directors, Assistant Directors and Executive Members. All Housing Services, other teams within Place and People Directorates (in particular Adult Social Services, Children & Young People, Complaints, Finance, HR, Commissioning, Business Intelligence, Community Safety Unit, Legal Services) at both frontline and senior (Director / AD) level. 
External   

Wide variety of contacts including RSLs, Supported Housing Agencies, CVS, Courts and Solicitors, LAs, NY Probation Service, NY Police, PCT, DWP, Solicitors, Advice Agencies, Travellers Trust, YREN, external contractors, members of public, local businesses, Elected Members, Local MPs and Directors & ADs of other LAs.

Contact with customers to investigate complaints or deal with difficult or complex situations. Customers may be upset, distressed, angry, have substance misuse issues, poor mental health or have cultural factors that can involve enforcing evictions of customers from the accommodation.
Contact with agencies / departments is on a daily basis regarding individual customers, service delivery, service audit, service development and contract amendment. As the remit is to help shape and develop the direct services managed and also develop the support available for customers across the department (other service areas) this role will influence the shape and development of other service areas within Housing. This will involve contacts, discussions, research and service development that is complex, contentious and could be controversial with financial and asset implications. This will involve persuasion, sensitivity, challenge and contacts / discussions that could be unpopular.


	 6.


	DECISIONS – discretion & consequences

Decisions 

Decisions associated with the development and implementation of a Supported Housing Strategy including the prioritising of work and implementation of the actions.

To make operational decisions relating to the Supported Housing service including the final decision on the offering of employment to new staff within the team.

Responsible for a number of revenue budgets for service delivery. To decide on spending decisions within authorised limits for purchase of goods, services and additional staff. To decide on budgetary issues e.g. how savings can be made to ensure budgets come in on target and income generation.

In consultation with Human Resources decide on the implementation of Human Resource procedures, e.g. sickness management, disciplinary and performance management.

Responsible for the management of James House supported accommodation.  
To make decisions in line with delegated policies procedures, legislation and government guidance regarding legal case work, including the service of notice, representing the Council in court proceedings and tribunals.

In consultation with Legal Services, instruct counsel, barristers and solicitors during legal proceedings in the magistrates and high courts, the results of which may have major consequences on the Council’s finances and reputation.
Consequences 

The decisions will improve quality of life for individuals living in the city ensuing that the Council meets its statutory responsibilities. Working across traditional boundaries with other statutory agencies and voluntary groups will improve the quality of life for some of the most disadvantaged individuals in society and help reduce health inequalities.  

All decisions made must be recorded and open to further scrutiny by stakeholders, senior managers, elected members, regional and sub regional partners, courts and tribunals.
The decisions should ensure that the council has a well-motivated team working in partnership with other agencies and that it has an excellent reputation for delivering improvements to private sector housing and adaptations across all tenures.

The decisions taken by the post holder will have a major impact for individuals and local communities. The housing service is a high profile service which is often subject to public scrutiny especially through the media. The consequences of the decisions made could have a significant impact on the Council’s reputation with the citizens of York.


	7.
	RESOURCES – financial & equipment

(Not budget, and not including desktop equipment.)


Description
Value




James House Supported Housing
Estimate £15m

3 Traveller Sites

Dispersed property owned by CYC

Leased property owned by other directorates

Delegated Authority up to £20,000


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

Work demands
· Balancing competing priorities and demands, particularly with reference to supported housing.

· Routinely works to tight deadlines, often with conflicting priorities and demands.

· Regular working to tight deadlines specifically in relation to legal prosecution work and responding to consultations.

· Must be responsive to customers at very short notice, providing an urgent and immediate response and sometimes in emergencies.

· Must be able to effectively regulate workloads in a highly reactive and constantly changing environment.

· The post holder may occasionally be required to work outside of normal working hours.
Physical demands
· Normal office environment. 

· On site working (homeless hostels / travellers sites).
Working conditions

· Mostly office / home based, but with regular outdoor / on site working.

· The post holder will have to visit tenants / licensees in their homes to discuss issues (dispersed CY housing stock / hostels / travellers sites).

· Regular confrontational situations which can be over the telephone whilst in the office, meeting difficult customers in reception and face to face.
Work context
· Occasional lone working.

· Have to deal with difficult or abusive customers, if staff are receiving abuse in reception the post holder will be required to interview the customer and may have to ask them to leave the office.

· As part of dealing with complaints, customers can get frustrated or angry about the experiences they have encountered.

· Many customers present with high risk factors – history of offending, violence and aggression, mental health problems, drug and alcohol issues, sex offenders. Post holder is therefore likely to be subject to abuse (physical and verbal) when called to deal with a volatile explosive situation.


	9.


	KNOWLEDGE & SKILLS

· A degree qualification in Housing or related area or significant experience

· Management qualification equivalent to Management NVQ5 (desirable) or ability to demonstrate equivalent management skills (essential)

· Thorough knowledge of housing / homelessness legislation
· Ability to lead, inspire, motivate and develop staff and teams at all levels
· Knowledge and understanding of business management
· Ability to interpret relevant information, analyse financial and complex data, make sound judgements, appraise performance and manage risk
· Able to produce clear, concise and objective written reports on complex issues.
· Well developed networking, promotional and negotiating skills.
· Ability to work effectively with Senior Managers and Politicians
· Middle management experience with staff responsibilities in social housing
· Experience of managing operational change
· Experience of developing and implementing effective customer  driven services
· Experience of effective financial management
· Experience of developing and implementing a performance management framework
· Commitment to quality, customer service and value for money in all aspects of the Housing Service
· Dynamic and energetic with a high degree of personal drive
· Capable of delivering results within tight deadlines
· A confident and effective decision maker
This post requires the post holder to undertake a basic criminal record check via the Disclosure and Barring Service.


	10.
	Position of Job in Organisation Structure
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Job reports to Head of Housing Management 





THIS JOB





Other jobs at this level; Housing Options and Support Service Manager, Housing Management Service, Housing Strategy Manager, Community Safety Manager.





Jobs reporting up to this one: Temporary Accommodation Manager, Active Communities Officer 





Indirect line management:


Temporary Accommodation Team: TA Support Workers, Vulnerable Persons Resettlement Worker, Housing Options Assistants, TA Supervisor / G&T Supervisor (17 FTE).
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