Dunbritton Housing Association

Job Description/Person Specification
JOB TITLE: 


Housing Officer
GRADE:


EVH G7; Points PA22-25
RESPONSIBLE TO:
Housing Services Manager
Job Purpose: To deliver the full range of housing and estate management services to tenants throughout our developments.  Ensure that we provide excellent customer services while protecting the assets of the Association.  Meeting the aims of the Association by creating sustainable tenancies and maintaining rental income.

Responsibilities: 
Effective management of estates, tenancy and rental income 

Encouraging effective tenant participation

Delivering performance focused outcomes for allocations, void management, estate and tenancy management. Ensuring income maximisation and effective rent account management and participating in wider action projects.

Dealing with commercial lets and factoring.
KEY RESPONSIBILITIES:
· Providing excellent customer services through information and advice to support tenancy sustainment. Customer service is prioritised to working in communities, providing direct, face to face services to customers.
· Working to deliver excellent customer services, which are efficient and effective

· Maximise income for Association through efficient and effective income collection and arrears management, including income collection from tenants, and factoring customers. 
· Provide income maximisation and benefits advice to customers and refer to specialist advisers to assist customers maximise household income.
· Provide housing options, housing applications and allocations information and advice to customers, and support Housing Services Assistants as required (liaising, and providing training, advice, and information).

· Ensure void income loss is minimised, allocations and re-lets are within target while recognising the specific needs of customers to meet housing demand and the wider needs of the local community.

· Ensure tenancy conditions are adhered to and ensure neighbour complaints and anti - social complaints are recorded and dealt with effectively.
· Maintain contact with supported accommodation providers to maintain lease/occupancy agreements and ensure HMO licences are in place / applied for when required.
· Manage customer complaints as per the Association’s Complaint Handling procedures.

· Monitor and manage estates including common stairs in conjunction with Maintenance Officers
· Effective monitoring of close cleaning contracts in relation to contract standards and conditions.
· Encourage customer participation and consultation; seek feedback from customers to shape and develop services and provide feedback to them.

· Develop and contribute to wider role activities which contribute to sustaining tenancies and developing communities.

· Ensure the Association's policies and procedures are being correctly implemented and make suggestions for change and improvement as needed.
· Identify, make suggestions, and contribute to continuous improvement and service development, ensuring procedures are kept up to date as required.
· Attend Home Argyll and other relevant forum meetings as required.

· Process shared ownership/shared equity sales.

· Work to a one-team approach to deliver excellent customers service, contributing to the achievement of high levels of customer satisfaction.

· Any other relevant duties as required.

Person Specification

	Skills & Personal Qualities
	Essential
	Desirable

	Excellent customer care and communication skills; written, face to face and on the telephone.
	· 
	

	Ability to work well and flexibly in a team.
	· 
	

	Excellent interpersonal skills to deal with a range of customers, partners, contractors, colleagues and Board members.
	· 
	

	Excellent ICT skills, including use of software packages to maintain tenancy records and produce statistics and Microsoft Office applications to draft emails, letters, reports and presentation materials.

	· 
	

	Ability to understand and implement Policies and Procedures and communicate confidently with others.
	· 
	

	Deliver on key performance indicators in line with agreed targets and objectives
	· 
	

	Ability to understand and interpret relevant legislation, regulation and guidance in relation to social housing
	    (
	

	Ability to manage and interpret budgets and financial information
	                             (
	

	Experience/Knowledge
	
	

	Experience and working knowledge of housing management services and relevant legislation and Regulatory standards is essential, with a proven track record of delivering key targets and high quality customer service
	
	· 

	Understanding of the role of the social housing sector and how Housing Associations work.
	
	· 

	Qualifications
	
	

	Diploma in housing studies or working towards achieving same
	
	(

	
	
	

	Other
	
	

	Access to a car and holding a full driving licence
	· 
	

	Evening and very occasional weekend work is a requirement of the post.
	                    (
	


