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COMMUNITY OPERATIONS

JOB DESCRIPTION


POST TITLE:			Housing Officer

GRADE:				Band 6

MANAGER RESPONSIBLE TO:	Assistant Housing Manager


Overall Objectives of the Post:

To engage and work with customers, elected members, colleagues, and the wider community, to deliver our housing management service, supporting our customers to successfully sustain their tenancies and having a positive influence on their lives.


Key Tasks of the Post:

1. You will achieve these objectives by:
· Providing a responsive housing management service delivering our vision and an excellent customer experience.
· Proactively dealing with all aspects of tenancy management and income collection, knowing our customers, showing empathy, being a key contact and advocate to our customers to support them to sustain their tenancy.
· Proactively and effectively working with customers with multiple and complex needs to sustain their tenancy.
· Having a customer centred proactive approach to tenancy management and income collection, using an early intervention and prevention approach.
· Having an excellent knowledge of income collection, tenancy management, safeguarding and both internal and external support services. 
· Effectively managing complex tenancy management issues, working with our internal and external partners to support our customers to sustain their tenancy.
· Managing and monitoring rent accounts ensuring appropriate action is taken, making referrals to relevant teams for support and taking enforcement action only as a last resort.
· Working within our policies and procedures and relevant legislation, keeping up to date with any changes and meeting our Customer Service Standards. 
· Working collaboratively with other teams, elected members, partner agencies to support our customers to sustain their tenancy.  Attending multi-agency meetings to resolve issues, giving a positive contribution and representing the Council.
· Ensuring our customers are kept safe, identifying any safeguarding concerns and reporting these in the correct way.
· Working with customers and colleagues to ensure their homes are safe and compliant. 
· Making timely referrals to provide support to customers, ensuring they have the right support at the right time to enable them to sustain their tenancy.
· Attending case reviews ensuring we provide the best outcome for our customers.
· Understanding and achieving a wide range of Key Performance Targets, using IT systems effectively to analyse data, produce reports, identify trends and service area improvements. 
· Supporting the Housing Manager when necessary to attend Community Area Forums and meetings, to work together to support and develop activities within the local area.
· Dealing efficiently and effectively with complaints, analysing trends, listening to our customers and using feedback to improve our services.
· Understanding and contributing towards the corporate strategies and priorities. 
· Complying with the organisation’s commitment to Equality and Diversity in the delivery of all services. 


South Tyneside Council is committed to safeguarding and promoting the welfare of children, young people and vulnerable adults and expects all staff and volunteers to share this commitment.  Successful applicants will be required to produce an Enhanced Certificate of Disclosure from the Disclosure and Barring Service.

All employees have a responsibility to undertake training and development as required.  They also have a responsibility to assist, where appropriate and necessary, with the training and development of fellow employees.

All employees have a responsibility of care for their own and others’ health and safety.

The above list is not exhaustive and other duties may be attached to the post from time to time.  Variation may also occur to the duties and responsibilities without changing the general character of the post.
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