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	Job Title:
	Housing Advisor
	Pay Band: 
	6



	Job Purpose: 

	To offer support to the Repairs & Maintenance Team & wider Housing Management Services Team.



	Valued Behaviour Level:
	1 

	JE reference C2144
	

	What are you expected to do?

· Sign up of introductory/ secure tenancies and garage tenancies.
· Deal with low level repair requests, raising orders, arranging appointments directly with tenants.
· To provide housing related advice and assistance, general administration and answer enquiries for Housing Services & Housing Plus ensuring a high standard of customer care is delivered to members of the public, customers, internal departments and outside agencies
· Ensure that gas servicing appointments are made by arranging appointments by telephone, issuing reminder letter’s and carrying out home visits as and when required.
· Carry out monthly estate inspections to ensure that areas around our tenant’s homes are clean and tidy and well maintained.
· Complete the appropriate action’s required following fire risk assessment survey’s by carrying out visits to communal blocks of apartments, ensuring that advisory information is followed by issuing letters and carrying out additional visits.
· Respond to low level anti-social behaviour cases, giving advice and guidance, making referrals to mediation. Telephone, issuing letters and carrying out home visits in accordance with the policy. 
· To liase with internal and external partners such as Social Services, Street Scene & the Police.
· Update computer and manual records and manage the team and officer’s electronic diaries.
· Process the termination of tenancies in respect of houses and garages using the Orchard.
· To assist Housing Officers & Housing Plus Officers with administration duties, including producing standard letters and forms, where necessary produce own letters and emails and publicity information.
· Key Monitoring – update computer records and arrange distribution of keys to operatives.
· Provide appropriate advice and assistance regarding a person’s housing options, assist them to complete online forms as required to bid.
· To be an active member of the team, embracing change and new services.
· To be involved in Council projects as and when required such as changing processes and procedures, service improvement or undertaking customer satisfaction surveys.

	




Person Specification
	
Criteria No.
	Attribute
	Essential
(E)
	Desirable
(D)

	
	Qualifications & Education
	
	

	1
	NVQ Level 2 in a related field such as Customer Services or Business Administration
	
	D

	2
	IT/Administration qualifications
	
	D

	
	Experience & Knowledge
	
	

	3
	Approximately 2 years’ experience of administration/clerical duties
	E
	

	4
	Experience of working with customers in a busy and challenging environment 
	
	D

	5
	Knowledge of Housing Management duties
	
	D

	6
	Experience of working within policies and procedures with the use of initiative to respond to situations
	E
	

	7
	Understanding of data protection principles and confidentiality, specifically sensitive information.
	E
	

	
	Skills
	
	

	8
	Ability to effectively listen and communicate verbally to a range of audiences, including ability to explain complex issues clearly.
	E
	

	9
	Ability to deal with difficult customers in stressful situations, whilst remaining professional and calm 
	E
	

	10
	IT literate, capable of using MS Word/Excel and office packages
	E
	

	11
	Ability to take ownership for resolution of enquiries

	E
	

	12
	Ability to demonstrate attention to detail and maintain accurate records.
	E
	

	13
	Strong commitment to customer care and has welcoming helpful approach to customers.
	E
	

	14
	Ability to effectively interpret written communication and respond in the most appropriate format.
	E
	

	15
	Ability to apply accurate literacy and numeracy skills
	E
	

	
	Personal Attributes
	
	

	16
	Ability to work well under pressure, prioritise and make decisions
	E
	

	17
	Ability to work effectively on own initiative and as part of a team
	E
	

	18
	Ability to handle sensitive or confidential information
	E
	

	19
	A flexible approach to working time arrangements to meet service requirements
	
	D

	20
	Understands customer service and has a welcoming and helpful approach to customers
	E
	

	21
	Ability to respond to a regular supervision and support in a constructive manner
	E
	

	
	Personal Attributes
	
	

	22
	The ability to communicate at ease with customers and provide advice in accurate spoken English
	E
	

	23
	Capable of independent travel to carry out the requirements of the post
	E
	




Supporting Statement
Our values:
Are at the heart of everything we do. Our values are not just words, the way we behave is one of the most important ways we can demonstrate them. 

	RESPECT…
be Respectful towards the Council, each other as colleagues as well as our community, residents, service users, stakeholders and wider partners. 

	COLLABORATE…
act Collaboratively and ensure our successful journey of collaboration continues to ensure that we maximise opportunities to achieve success.

	INNOVATE…
be Innovative in everything we do and voice improvements to ensure we offer quality services.
	DELIVER…
deliver quality services to all and strive to always deliver the best we can with the resources available.



All employees will be expected to:
· [bookmark: _Hlk216194895]Engage with our My Journey process and supporting conversations.
· Ensure that you work and communicate in line with our core values, policies and procedures and you are aware of your obligations under these. 
· Behave according to the Valued behaviours framework, the Dignity & Respect Policy and Employees’ Code of Conduct and ensure that you are aware of your obligations and responsibilities re. conflicts of interest, gifts, hospitality and other matters covered by the Code.
· Carry out your role in line with our Equality agenda.
· Be a team player and willing to be supportive and flexible.
· Carry out any other duties of a similar nature related to this post that may be required from time-to-time.
· Comply with health and safety policies, organisational statements and procedures, report any incidents / accidents/ hazards and take a pro-active approach to health and safety matters to protect yourself and others.  
· Carry out your role in line with our climate neutral ambitions.
· We are committed to safeguarding and promoting the welfare of children and expects all staff and volunteers to share this commitment.
· [bookmark: _Hlk211340693]This post is deemed to be a ‘Customer Facing’ role in line with the definition of the Code of Practice on the English language requirement for public sector workers.
· This post is subject to an Enhanced disclosure. The successful applicant will be subject to the relevant vetting checks before an offer of appointment is confirmed. Following appointment, the employee will be subject to rechecking as required from time to time by ourselves.
· Housing Services branded clothing including t-shirt and Jacket(s) will be provided upon request & essential PPE (lone-working device) will be provided.
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