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	Job specification

	

	
	

	Job title:  Housing Officer
	

	Responsible to Senior Housing Officer
	

	
	

	Purpose
	

	

	The Housing Officer is responsible for ensuring that housing management services are delivered to GLH tenants for a defined patch of tenancies, ensuring a high quality of service that meets RSL and consumer standards.  
Supporting tenant wellbeing working with a range of internal and external stakeholders and will support the wider organisation in the delivery of Our Plan goals.


	

	Location
	

	Homebased with frequent travel within specified geographical area. Occasional travel to Manchester Office.



	Area of role and job description
	Performance expectations

	Housing management
Manage a geographical patch providing front line housing management services to tenants
	· To have responsibility of a geographical patch delivering our housing management services, including tenancy management, tenancy sustainability, ASB/safeguarding concerns and SSH guidance. 
· Responsible for all tenancy queries to resolve and provide an immediate solution or an agreed plan of action working collaboratively with internal or external stakeholders.
· Undertakes a review of services through tenancy reviews and ensures that these are responsive to individual needs and can evidence progression towards desired outcomes.
· Ensures all estate management services as identified within a tenancy agreement are delivered effectively and with concerns being raised to the supplier.
· To provide information, advice and guidance to enable tenants to understand their rights and responsibilities and implement plans to manage those responsibilities.
· Responsible to achieve individual performance objectives, targets, and service standards and contribute to the achievement of the team and organisation plan targets and objectives
· Ensures that service charges are delivered effectively to tenants and followed up with suppliers where they are not being delivered to standard.
· To undertake property visits, inspections and routine checks as required and as per agreed timescales and schedule, recording actions and outcomes accordingly.
· Take responsibility to provide feedback on any property quality issues to colleagues and keep tenants informed of actions.


	Reporting repairs
Responsible for promptly reporting any property-related matters to the Property Services team, ensuring these are accurately recorded and working collaboratively with colleagues to support completion, so that issues are resolved effectively for tenants

	· Responsible for working collaboratively with the Property Services team to ensure any property-related matters identified are reported promptly and accurately. 
· All requests must be recorded in Active H, with a commitment to supporting colleagues to ensure issues are followed through to completion.


	Stakeholder Management
Identifying, engaging, and maintaining relationships with key stakeholders to ensure customer satisfaction

	· Be a key point of contact for specified external stakeholders and partners.
· Meet with an agreed number of partners each month and record on the housing management system.
· Ensures the escalation of complex stakeholder issues to the Senior Housing Officer and supports them to manage any concerns raised.
· Actively seeks new business opportunities within their region to support growth and fill vacancies and works collaboratively with development colleagues where new properties are being developed.
· Where a tenant has been identified as requiring re-housing, the Housing Officer will explore all relevant avenues with the tenant and stakeholders and liaise with Development colleagues following the reprovision process.

	Record keeping 
Ensuring records are up to date at all times and all information is recorded on the internal management system

	· Ensures that housing management services comply with any regulatory, contractual requirements and meet GLH standards, completing effective records and reports in a timely manner.
· Provide tenants with an effective tenancy sign up process, providing guidance and advice and supporting with their Council Tax application.
· Complete effective records on our housing management system in a timely manner.


	Anti Social Behaviour
conduct that has caused – or is likely to cause – harassment, alarm or distress to any person

	· Support tenants and care providers to investigate, report and record any ASB concerns. Follow internal process to ensure all tenants are safe and well and internal ASB procedures are followed.

	Safeguarding
To ensure all tenants live free from harm, abuse and neglect 
	· To support tenants with safeguarding concerns and evidence progression towards desired outcomes, recording these appropriately.
· Reporting concerns to external parties where appropriate.
· To ensure all Safeguarding concerns are regularly monitored and followed up as per GLH’s safeguarding procedures.

	Other activities

	· Undertake any other duties as may reasonably be required in order to meet the changing needs of the organisation.






	Person specification

	

	Essential

	· Good interpersonal skills, empathy and understanding with the ability to build positive relationships and partnerships. 
· Dealing effectively with potentially difficult situations & managing customer conflict.
· Proven experience hitting targets within a target driven role.
· A working knowledge of the supported housing sector desirable.
· Experience working in a service role, preferably within the housing or care sector.
· Strong customer service skills with the ability to communicate effectively.
· Proven problem-solving abilities and the capacity to work autonomously.
· Proficiency in technology and a willingness to adapt and learn.
· A full driving license and access to your vehicle are essential.


	

	Desirable

	· Member of Chartered Institute of Housing or working towards qualification.
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