	JOB TITLE:
	Housing Assistant

	DEPARTMENT:
	Housing and Communities   

	REPORTING TO:
	Area Team Manager

	GRADE:
	EVH Grade 5 (PA13 – PA16)    



MAIN PURPOSE OF THE ROLE

To provide professional, efficient and customer-focused administrative support to the Housing and Communities Team and act as the first point of contact for tenants, customers and stakeholders. 

To support the delivery of housing management services including allocations, voids, tenancy management, rent accounts and community engagement activities while ensuring compliance with legislation, policy and regulatory requirements.

CORPORTE RESPONSIBILIES

To carry out the requirements of the job in accordance with the agreed policies and procedures of Cunninghame Housing Association including the code of conduct. 

To ensure absolute confidentiality at all times in respect of tenants, former tenants and applicants.

To comply with responsibilities under the association’s data protection, health and safety, safeguarding and equality and diversity policies.  

To identify and attend training to ensure skills are up to date. 

To take responsibility for keeping oneself fully apprised of changes in association policy, current legislation, relevant guidance and models of good practice. 

To carry out any other duties which may be required from time to time to ensure the proper functioning of Cunninghame Housing Association. 

ROLE SPECIFIC DUTIES

PRINCIPAL DUTIES OF ROLE 

Customer Service and Administration
· Provide a professional, efficient and effective front-line administrative service to the Housing and Communities Team.

· Deal with all housing-related enquiries as the first point of contact, ensuring a proactive and high-quality service is provided to all customers.

· Identify and implement the appropriate policies, processes and procedures consistently to ensure performance targets are achieved.

· Support the Area Team Manager and the wider team in the preparation of correspondence, reports and other documentation.

· Provide administrative support to the Communities Department.

· Provide administrative support to the Community Engagement Manager and other tenant engagement initiatives, as required.

Allocations, Voids and Tenancy Changes
· Provide administrative support to housing officers in relation to allocations and voids.

· Implement the appropriate common allocation policies to ensure that applications are processed in line with policy and agreed targets. This includes assessing and pointing housing application forms and inputting data onto the computerised housing list.

· Refer any applications for the possible award of medical, social or support points, and special cases or management status, to the Area Team Manager for consideration.

· Manage suspended applications in line with the relevant CHR policy and statutory requirements.

· Carry out housing options interviews with applicants and provide accurate and realistic information about rehousing.

· Request tenancy references for applicants from other landlords.

· Carry out annual reviews of the housing list in accordance with CHR policies.

· Carry out routine clerical and administrative tasks covered by operational guidelines, for example issuing offer letters and updating the CHR systems as required.

· Compile and collate tenancy sign-up packs.

· Accurately create, update and close tenancy records on the housing management system, ensuring all household changes, contact details and relevant tenancy information are recorded promptly and correctly.

· Provide support to Housing Officers in managing  abandonments in line with policy, including undertaking required checks on suspected abandoned properties.

· Issue the appropriate forms for tenancy changes and permission requests. Check and verify the information provided and pass it to the housing officer for action.

Tenancy Management Support
· Assist with gathering information in relation to antisocial behaviour issues, including requesting police reports.

· Assist housing officers with the implementation of a programme of tenancy inspections.

·    Provide administrative support to housing officers in relation to estate management and factored owners, liaising with the Finance and Corporate Support Team as required.

Rent Accounts and Former Tenant Debt
· Provide advice to customers on the balance of their rent account and agree suitable repayment arrangements, ensuring the housing management system is updated accordingly.

· Pursue rent arrears up to an agreed value, ensuring all actions are processed in accordance with the Income Management Policy and procedures within Rubixx.

· Pursue former tenant rent arrears, sundry debts and recharges.

· Provide advice and support to current and former tenants on all available payment methods, including ordering Allpay cards, taking payments, and setting up and amending direct debits.

· Assist housing officers in dealing with tenants’ rent accounts, including Universal Credit or Housing Benefit enquiries.

· Carry out benefit assessments using the agreed online calculation tool to determine whether referrals should be made to the Financial Wellbeing Officer.

Reports / Statistics 
· Maintain statistical records to support accurate reporting to the Board, SHR and benchmarking groups across all Housing Management functions.

· Support the increased use of digital technologies across all Housing Management functions.

General

· Ensure tenants and customers are at the heart of decision-making and service provision, using customer care and quality control processes and procedures.

· Support continuous professional development within the organisation through attendance at appropriate courses and seminars, and assist in the implementation of individual training plans for new staff.

· Ensure that you and other members of your team promote the Association’s corporate image and act responsibly in all dealings with customers, both internal and external.

· Undertake any other relevant duties as may be determined by the Area Team Manager, Housing Services Manager or Executive Director of Housing and Communities.

· Participate in Housing Management Team meetings.

WORKING WITH OTHERS

Work closely with Housing Officers, Area Team Managers, Community Engagement colleagues, Finance and Corporate Support teams and other departments across the organisation. 

Effective liaison with local authorities, welfare agencies, police, support providers, landlords and other external partners to ensure customers receive coordinated and effective services.

CUSTOMER ENGAGEMENT

To be the first point of contact for tenants, applicants and customers. 

Provide advice, information and administrative support across a range of housing services, ensuring customers receive a professional, responsive and tenant-focused service. 

Effective communication, empathy and a commitment to resolving enquiries efficiently while promoting positive customer outcomes.

GOVERNANCE/COMPLIANCE

Ensure compliance with housing legislation, data protection requirements and organisational policies. 

Maintain accurate records and documentation to support audit and regulatory requirements. 

Support compliance with Common Housing Register policies and procedures. 

Ensure confidentiality and information security requirements are adhered to at all times. 

Contribute to compliance with the Scottish Housing Charter and relevant regulatory expectations.
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PERSON SPECIFICATION
	
	Skills and Qualifications
	Knowledge
	Experience
	Behaviours
	Values

	Essential
	Excellent written and verbal communication skills

Ability to prioritise workload, work effectively under pressure, manage time efficiently, and meet deadlines.

Ability to work collaboratively as part of a team and develop and maintain positive working relationships

Ability to adopt a tenant-centred approach to delivering responsive customer services.

Able to innovate and embrace opportunities for change

Confident use of IT systems Microsoft packages

Ability to recognise when additional support or escalation is required

Ability to communicate complex information in a clear, accessible way

Possess a relevant housing qualification or be willing to undertake a professional qualification.


	Knowledge of relevant housing legislation 

Appropriate understanding of data protection, information security, and confidentiality requirements

Understanding of the importance of accurate record-keeping and compliance within a regulated environment

Understanding of housing sector legislation and the Scottish Housing Charter


	Experience in housing or related fields 

Experience of working with the public

Experience of using IT systems, e.g. Microsoft office applications and housing management systems

Experience of administration work within a busy office environment 


	Builds and maintains positive, respectful and professional relationships with tenants, colleagues, internal departments and external partners.

Remain calm and professional when dealing with challenging situations

Take responsibility & accountability for workload and follow through on agreed actions

Maintain appropriate professional boundaries.

Use initiative, sound judgement and problem-solving skills to deal with matters appropriately as they arise

Be solution focused when working through problems.
	The Cunninghame Group of Companies respect the following values:

Equality:
We will be fair and consistent with all of our people, customer and business partners by being open, honest and accountable at all times.

Participation:
We will involve our stakeholders by promoting clear communication, participation and engagement in order to improve our effectiveness and efficiency as we continue to grow our business.

Investment:
We will invest in all of our people, products, and places, to create environments that are positive, motivating, challenging and rewarding.

Creativity:
We will continue to create and develop new initiatives and take measured risks to exceed our partners and customers expectations.

Customer Focus:
We will focus on the needs of all of our customers and deliver a quality customer driven service.

	Desirable
	
Possession of a full current driving licence
	Knowledge of welfare benefits, particularly Housing Benefit and Universal Credit

Knowledge of housing management software
	Experience working within a Registered Social Landlord or Housing Association or social landlord environment

Experience working in a target-driven or performance-monitored environment

Experience of debt management within the social rented sector
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