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	Job Title:
	Housing Contact Advisor
	 Pay Band: 
	5



	Job Purpose: 

	To act as a customer advocate, providing excellent service to all      JE reference: E3464
customers and visitors contacting Housing Services. Working as 
part of a team to provide advice to customers, resolving enquiries 
at the first point of contact, in line with relevant legislation and policies. 
To promote and encourage others on the uptake of digital services.


	Valued Behaviour Level:
	1 
	
	

	What are you expected to do?
· Provide a prompt and high-quality advice service to potential and current customers, primarily by 
telephone contact, but also face to face, by e-mail and through digital channels.  
Enquiries will relate to: Council Housing Tenancy Management (including reports of anti-social 
behaviour), Housing Options, Housing Allocations and Choice Based Lettings, and Council Housing 
Rent Collection (including the recovery and enforcement of debts)
· Directly deal with and aim to resolve all enquiries received at the first point of customer contact. 
Signpost customers to other Council and non-Council services where appropriate. 
· Record details of all customer contact on relevant IT systems, requesting any further information 
       from customers to resolve queries.
· Ensure customers are provided with a quality service which meets customer expectations, 
performance targets and reduce repeat enquiries. 
· Support the delivery of digital channels to deliver customer services efficiently.
· Promote the use of digital channels and self-serve options to customers. Providing full assistance 
and support to vulnerable customer and to those customers are unable to self-serve through 
digital channels.
· Provide support to other Housing Staff dealing with customer enquiries, repairs, applications, 
recovery, and enforcement actions where required or requested to do so.
· Liaise with internal and external teams in the scheduling of Housing Repairs appointments, 
communicating details and any changes with tenants, operatives and staff within the Council as required.
· Maximise income for Housing Services by:
· Deciding, within a framework, the most appropriate and effective method of collecting rent, 
former tenant arrears and sundry debts.
· Negotiating payment plans, within parameters, with customers to ensure that payments are 
affordable and meet with local procedures.
· Following guidance, withdrawing enforcement actions, where appropriate, to gain the best 
outcomes for the tenant and Housing Services.
· Process customer payments using appropriate on-line payment facilities.
· Liaise with internal and external partners such as Housing Maintenance, Revenues and Benefits, 
Customer Services, Government Departments, private and social landlords and other 
statutory and voluntary organisations, pursuing repairs, recovery actions, applications and enquiries.
· Be involved in Housing Services projects when required, such as changing processes and 
procedures, service improvement, or undertaking tenant satisfaction surveys.
· Assist in the training of new and existing Housing Contact staff, where required/requested to do so.
· Be an active team member by participating in meetings, contributing ideas, suggestions and feedback.
· Assist with meeting the Council’s customer service standards by ensuring enquiries and complaints
are handled within target timescales and to the standards and procedures set by Customer Services 
and other service departments.


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

	
	Qualifications & Education
	
	

	1
	NVQ level 2 in a related field, such as business administration or customer services
	
	D

	
	Experience & Knowledge
	
	

	2
	Approximately one year’s recent experience of working with customers in a busy and challenging environment dealing with sometimes angry and/or vulnerable people
	E
	

	3
	Experience of working within policies and procedures which the use of initiative to respond to situations
	E
	

	4
	Understanding of data protection principles and confidentiality
	E
	

	5
	Experience of working in a Social Housing environment
	
	D

	6
	Experience of working in a financial environment involving the billing and collection of rent and/or debts
	
	D

	7
	Experience of using Orchard Housing, Customer Relationship Management and telephony systems
	
	D

	8
	Experience of computerised data input and analysis	
	E
	

	9
	Experience of interpreting legislation, policy or procedures to give advice
	E
	

	
	Skills
	
	

	10
	Ability to effectively listen and communicate verbally to a range of audiences, including the ability to explain situations clearly
	E
	

	11
	Ability to deal with difficult customers in stressful situations, whilst remaining professional and calm
	E
	

	12
	Ability to effectively interpret written communication and respond in the most appropriate format.
	E
	

	13
	Ability to negotiate, guide and negotiate with customers to encourage payment plans with customers 
	E
	

	14
	Ability to demonstrate an attention to detail and maintain accurate 
records
	E
	

	15
	Ability to input and extract data from databases applying accurate literacy and numeracy skills while at the same time managing customer expectations.
	E
	

	16
	IT literate capable of using MS Office and data management systems
	E
	

	17
	Ability to take ownership for resolution of enquiries.	
	E
	

	18
	Ability to advise, guide, negotiate and use persuasive skills in order to encourage others to adopt a particular course of action
	E
	

	19
	Ability to use initiative and make decisions outside immediate policy and procedure, and without reference to a manager
	E
	

	20
	Ability to give senior managers and customers accurate and up to date advice, information and support on a broad range of Council services
	E
	

	
	Personal Attributes
	
	

	21
	Ability to work effectively on own initiative and as part of a team
	E
	

	22
	Strong commitment to customer care
	E
	

	23
	Ability to work under pressure and prioritise work to meet deadlines and targets
	E
	

	24
	Demonstrable experience of customer service and has a welcoming and helpful approach to customers that builds immediate rapport.
	E
	

	25
	Ability to handle sensitive or confidential information.
	E
	

	26
	Ability to continuously learn and develop and embrace change.
	E
	

	27
	Reliable and self-motivated and work purposefully in partnership with customers, staff and professional colleagues
	E
	

	28
	Emotional resilience to working with challenging behaviours and attitudes
	E
	

	29
	Flexible approach to working arrangements, reliable and self-motivated
	E
	

	30
	Able to show an aptitude for self-development.
	E
	

	31
	The ability to communicate at ease with customers and provide advice in accurate spoken English 
	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.
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