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	ASHFORD BOROUGH COUNCIL


JOB DESCRIPTION


	JOB TITLE:
	Housing Management Support Officer

	GRADE:
	SCP 16 -19

	POST NUMBER:
	6488B

	SERVICE:
	Housing

	RESPONSIBLE TO

	Lead Specialist – Accounting & Arrears / Lead Specialist Tenancy & Neighbourhoods 

	JOB SUMMARY:

	To provide business support to the Neighbourhood Services Team (including the Independent Living Team)

To resolve as high a percentage as possible of general enquiries directly using information systems and knowledge of housing policy.  

To assist in the delivery of a customer focussed service by   influencing efficient and positive customer journey outcomes. 

	ROLE REQUIREMENTS:
	

	1.
	To ensure that enquiries are dealt with in a friendly and responsive manner, demonstrating high levels of customer care. 

	2.
	Work closely and effectively with the Neighbourhood Housing Officers and the Lead Specialists to ensure all tenants receive excellent customer service.

	3.
	To provide telephone support to the Neighbourhood Housing Officer to deal with and manage queries

	4.
	To meet and exceed customers' requests for advice and assistance particularly in the area of rent arrears, tenancy management and anti-social behaviour.

	5.
	To resolve as high a percentage as possible of general enquiries directly using information systems and knowledge of housing policy.  

	6.
	To ensure that records of all communications with tenants are recorded on the appropriate computer module to aid effective coordination and communication across the wider team.

	7.
	Creation and maintenance of property, tenancy and rent accounts.

	8.
	Provide payment advice directly to tenants, including the agreement of payment plans in relation to low level rent arrears cases and receiving telephone payments.

	9.
	To open new anti-social behaviour cases when appropriate, explain the council’s policy and approach to responding to ASB, issue diary sheets and forward serious ASB cases to the relevant Neighbourhood Housing Officer or Independent Living Officer. Signpost accordingly to other services as required. 

	10.
	To provide business support with assisted moves and tenant (and resident) decant, ensuring the customer experience is positive. Including calculation of home loss and disturbance payments. To support our key performance indicators for lettings and voids.

	11.
	Provide support to the Business Support Officer (Income and Arrears) with:

· Direct debit processing

· Weekly reconciliation of AIMs, Allpay and Cash

· Tenant credit checks

· Support the service charging process for independent and general needs properties.

	12.
	To provide business support related to the housing management function, including (but not necessarily exclusively) the following: 

· Manage low level rent arrears (under £100) in close liaison with the neighbourhood housing officers 

· Creating voids on the computer system 
· Tenancy closures including notice to vacates, termination of tenancies and mutual exchanges
· Management of the pre-notification of termination process
· Tenancy creations/amendments within the housing management system
· Processing mutual exchange applications and arrange   assignment appointments  and associate paperwork
· Any other general business support as required

	13.
	Support the Neighbourhood Service Team in effective liaison with contractors and other partners as required.  

	14.
	To undertake any additional duties of a similar level of responsibility as may be required from time to time.

	15.
	Equal Opportunities
a)
To promote equality of opportunity in employment and service provision, and eliminate unlawful discrimination.

b)
To recognise that people have different abilities to contribute to the Council’s goals and performance and to take necessary action to give everyone a chance to contribute and compete on equal terms.

	16.
	Emergency Planning

a) To participate as required in the Council’s Emergency Planning operations including undertaking training and exercising as directed

b) To participate in the response to an emergency which may involve duties outside your normal job description and at times outside your contracted hours.

c) To participate in the recovery stage following the emergency.

	17.
	Business Continuity
In the event that an incident has occurred which disrupts the Council's ability to deliver its critical functions, to undertake duties within your competencies in other departments and/or at other locations.

	18.
	Data Protection

To ensure that data quality and integrity is maintained and that data is processed in accordance with Council policy, the Data Protection Act, the Freedom of Information Act, and other legislation.

	19.
	Health and Safety

All employees have responsibilities under The Health and Safety at Work Act 1974.  These responsibilities are laid out in the Council’s Health and Safety Policy, available on the Intranet or from Personnel.

	20.
	Safeguarding 

Adhere to the council’s safeguarding policies and procedures and undertake relevant training in order to help protect children and adults at risk of harm within the borough. 

	21.
	Additional Duties

To undertake any additional duties of a similar level of responsibility as may be required from time to time.

	OTHER CONDITIONS: 
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PERSON SPECIFICATION
	JOB TITLE:
	Housing Management Support Officers 
	

	POST NUMBER:
	6488B
	

	SERVICE:
	Housing
	


	
	Essential
	Desirable

	EDUCATION & TRAINING/ QUALIFICATIONS
	GCSE grade C or above (or equivalent).
	NVQ Customer Service Level 2

	EXPERIENCE
	Experience in work involving dealing directly with the general public or customers.
	.

	SKILLS & KNOWLEDGE
	Listening skills
Computer skills
Numeracy skills

Ability to keep accurate records 

Ability to produce simple letters 
	Housing Policy knowledge.

	OTHER REQUIREMENTS
	Post holder must use their own initiative, possess a methodical approach to work and have the ability to follow through a variety of complex tasks to satisfactory completion.
The ability to be flexible in attitude and manner in order to deal appropriately with a wide variety of people and service situations.

	

	OTHER ESSENTIAL REQUIREMENTS TO CARRY OUT POST:  N/a






	KEY COMPETENCY AREAS

	Our Competency Framework has been developed and reviewed over several years in order to achieve a set of professional and key behaviours that our team display every day within our roles. 

It applies to every member of staff, regardless of their role or service that they work for. It considers best practice but also the level at which our team members work in different areas of their job. So although the competency itself will apply to all levels, how it is evidenced within the individual job role may vary.

The competencies will be used for:

Recruitment and Selection – interview questions will be based on these key behaviours to ensure we are bringing the right people into the organisation.

Performance management including appraisals – to keep checking that we are all displaying the right behaviours that will ensure the success of the council’s aspirations

Training and development – to help our teams and individuals focus on developing key behaviours and characteristics
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AMBITIOUS

| under our three values which are integral to the way we do things around here:

GREMMIVE

TRUSTWORTHY

Positive

Innovative

Professional Behaviour

Continuous Improvement

Open to Change

Accountable

Commercial and
Enterprising

Decision Making and Problem Solving

Communication






