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	Job specification

	Senior Housing Officer

	
	

	Job title – Senior Housing Officer – South

	

	Responsible to National Housing Manager

Responsible for Housing Officers
	

	
	

	Purpose
	

	To provide support and advice to front line Housing Officers and act as first point of contact for them.  
Be responsible for supporting the National Housing manager to ensure all KPI’s & OPI’s are met. Providing a high-quality service to tenants, that supports their wellbeing. 
Working with a range of internal and external stakeholders and key agencies supporting the regional team in the delivery of an effective service to all our tenants.

The Senior Housing Officer will manage a geographical patch (South) providing line management, guidance and support to a team of Housing Officers providing front line housing management services to tenants.

	Location
	

	Homebased with frequent travel across the geographical patch and to the Head Office in Manchester



	Area of role and description
	Performance expectations

	
Housing management 

Manage a geographical patch (South) providing front line housing management guidance and support to Housing Officers delivering housing management services to tenants.

	· To have line management responsibility for a team of Housing Officers in the (South) ensuring they effectively deliver tenancy management, tenancy sustainability, ASB/safeguarding and wellbeing support.
· Responsible for dealing with and responding to Housing Officer queries to help resolve and provide an immediate solution or an agreed plan of action that may then involve other internal or external stakeholders. 
· Ensures all housing management services to tenants (wellbeing, safeguarding, ASB)  are delivered effectively and to a quality standard.
· To provide information, advice and guidance to enable tenants to understand their rights and responsibilities and implement plans to manage those responsibilities.
· Responsible for overseeing the teams’ 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, in accordance with agreements or contracts, following up concerns with the supplier.
· To undertake property visits, inspections and routine checks as required in order to support the Housing Officer in more complex cases and as per agreed timescales and schedule, recording actions and outcomes accordingly.

	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.

	Operational support

Support the National Housing manager with monthly OPI’s data collection. 

	· Assist with the collation of information relating to Local Authorities, Commissioners, health bodies and support agencies as requested by the National Housing Manager. 
· Take a lead in providing SSH assurance by liaising with Local Authorities two-yearly.
· Responsible for collaboration with other business areas across Golden Lane Housing at an operational level.
· Meet with an agreed number of Local Authority and Support Provider partners each month and report findings to the National Housing Manager.
· Lead on the Recruitment and induction of new staff and ensures appropriate training for the team.
· Supports the National Housing Manager with data reporting of Operational and key performance indicators.
· Has overall responsibility for ensuring that complaints are dealt with via GLH’s complaints policy and procedures. 
· Proactively updates procedures when required following regulatory changes.


	Safeguarding

To ensure all tenants live free from harm, abuse and neglect
	· To support Housing Officers with safeguarding concerns and evidence progression towards desired outcomes, recording these appropriately.
· Reporting concerns to external parties where appropriate.
· Escalating cases to the National Housing Manager where support required.
· Responsible for monthly auditing of the Safeguarding spreadsheet to ensure completeness and correctness.
· To commit to attending one Safeguarding Adults Board for geographical patch.


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

	· Support Housing Officers in dealing with tenant and care provider concerns to investigate, report and record any ASB concerns. 
· Follow internal process to ensure all tenants are safe and well.
· Escalate any major concerns to the National Housing Manager.
· To undertake a monthly audit check of ASB concerns, ensuring all procedures have been followed.


	Person specification

Essential 
· CIH qualification or willingness to work towards.
· Minimum of 3 year supported housing experience within Golden Lane Housing or similar housing provider. 
· Knowledge of current specialist supported housing practices statutory and regulatory requirements. 
· Experience of ASB, safeguarding, health and safety, lone working, and complaints management.
· Experience of Housing management policy and process improvement.
· Experience of managing service quality and customer feedback. 
· A good understanding of customer care and commitment to the provision of consistent quality housing services.
· Experience of complaints reporting and risk management.
· Ability to communicate effectively both internally and externally with staff, tenants and support providers tenant representatives and other support professionals.
· Building positive relationships/partnerships.
· Judgement/troubleshooting skills.
· Strong time management and problem solving skills. 
· Ability to work under pressure and to deadlines whilst maintaining accurate records. 
· Record keeping and reporting.
· Working to strict targets and timelines.
· Extensive travel will be required so a full UK driving licence is essential.

Desirable
· Experience of working with people with a learning disability.
· Project Management experience.
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