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JOB DESCRIPTION

	1.	JOB DETAILS
	

		Job Title:
	Housing Officer

		Location:
	Area Office

		Team/Directorate:
	Customer Services 

		Responsible To:
	Operations Manager 

		Responsible For:
	Development Manager 

		Indirectly Responsible For:
	Development Cleaner


	

	2.	JOB PURPOSE
	



You will be required to deliver core and essential housing services dealing effectively with day-to-day housing management functions. You will be committed to delivering excellent customer service and passion for working with our customers to help them thrive in their homes and communities.
	
	3.	KEY RESULT AREAS / PRINCIPAL DUTIES AND RESPONSIBILITIES



3.1 	Main Duties and Responsibilities 

· Line manage Development Manager and/or another designated development postholder ensuring the provision of efficient and effective day-to-day management of developments in accordance with Hanover’s core values.
· Prepare and set specific budgets for developments under line management responsibility and monitor budgetary control mechanisms in liaison with the Operations Manager ensuring that annual expenditures meet budget forecasts.
· Liaise with Statutory and other external agencies involved in service provision to support our customers and their families during times of need and/or hardship.
· Encourage and support Customer Engagement on developments to ensure all can contribute and be part of the Customer Engagement Strategy
· Carry out Employee Performance Reviews to improve employee contribution and enhance the standard of service.
· Programme in contingency cover during staff absences to ensure continuity of service to customers. Liaise with HR partners in the management of absences to support staff and enable, wherever possible, their return to the workplace.
· Ensure that regular checks are carried out at Developments in areas of key customer responsibilities such as property checks and monitoring of repairs 
· Audit development records to ensure that all Health and Safety compliance checks are in place, records are all fully up to date, retained and readily available for inspection
· Manage complaints in accordance with procedures, identify common trends and lessons
· Learned to improve the quality of service and customer satisfaction.

· Liaise closely with Contract Officers to ensure that Repairs and Cyclical Maintenance are prioritised for specific Developments to minimise disruption and enhance Hanover's reputation.
· Monitor the voids process ensuring that Development managers adhere to agreed processes in order to ensure minimal void loss. Participate fully in Allocations to relet properties timeously and assist the Association in meeting its KPIs.
· Hold regular meetings with Development Managers to share corporate information and identify specific points for onward transmission to Customers that will aid awareness and improve communication.
· Manage front-line issues escalated by Development staff and provide guidance that resolves any conflict and obtains a resolution.
· Manage formal processes for your direct reports by working in partnering with the HR team and conducting investigations or hearing disciplinaries and appeals, where required, to ensure an impartial, prompt, and confidential approach is taken and fair outcomes are delivered, in line with employment legislation, best practice, and HR policies and procedures.

3.2 	Key Relationships – Internal & External

Internal 

· Development Manager, Development Cleaner, Contracts Officer, Building Services Engineer, Clerk of Works, Health and Well Being Officer, Area Housing Team and Operations Manager, HR, Telecare, Our Customers, and their families.

External

· Contractors, Social Work Teams, GPs, Health Care Professionals, Emergency Services

3.3	Health & Safety
· Ensure that Health and Safety guidelines and fire regulations are strictly adhered to.
· Comply with safe working practices as defined by Hanover.
· Complete online training as and when required.
· Take reasonable care for your own health and safety and that of others who may be affected by acts or omissions at work.
· Report any accidents, incidents or near misses as soon as reasonably practicable.
3.4 	General

· Be aware of and always adhere to Hanover’s policies and procedures.
· Take part in performance reviews and one-to-one meetings with your manager throughout the year.
· Cooperate with other Hanover departments to achieve good outcomes for our customers, colleagues, and contractors.
· Attend training courses and complete online training modules as required to meet the requirements of the post.


· Take responsibility for own personal development, seeking out opportunities to learn new skills.
· Undertake any other duties as requested by management that are reasonably deemed to be within the scope of the role or necessary for the smooth running of the business.
· Be an ambassador of Hanover’s values and behaviours at all times and demonstrate high levels of integrity in the course of your duties.

3.5 		Other

· Always apply Hanover’s values and behaviours to every aspect of the role
· Protect and enhance the interests and reputation of Hanover internally and externally. 
· Act as a role model and always treat colleagues and customers with integrity and respect.
· Comply with Hanover’s Code of Conduct.


HOUSING OFFICER
Person Specification
	
CRITERIA

	
ESSENTIAL
	
DESIRABLE

	Qualifications and specific training
	Minimum of 2 SCE Higher level passes or equivalent, or a further education qualification to a minimum of HND or Diploma level

A recognised housing qualification or a commitment to undertake a recognised housing qualification

	

	Experience
	Can demonstrate experience working with the public for at least 1 year.

At least 1 year’s recent experience of working within a Housing Association and/or Local Authority Housing Management department/section.

Supervision of staff

	Experience working in a maintenance department or knowledge of housing repairs and maintenance

	Knowledge
	Understands and committed to equal opportunities and legislation in a general and housing context

Understanding of Housing Law and the Housing (Scotland) Act 2001

Understanding of the Scottish Social Housing Charter and the Annual Return on the Charter (ARC) return

	

	Skills
	Self-motivated

Excellent Computer/IT skills (including data management, Microsoft Office, and use of a recognised housing management software package)

Customer-centred approach with excellent verbal and written communication and interpersonal skills

Excellent time management and planning skills

Proven ability to achieve improvements in key performance areas of housing management, e.g., rent arrears, letting times, antisocial behaviour resolution etc.

Commitment to teamwork and ability to liaise effectively with other internal departments and external agencies.

	

	Personal attributes
	Key Behavioural requirements within the role.

Aligned to Hanover Values:
· Respect
· Accountability 
· Collaboration
· Inclusion 

	

	Additional requirements
	Full Driving Licence

Access to a Car

	




Job Description and Person Specification Agreement:


The above job description is not exhaustive but an indication of the duties the post holder may undertake and will be subject to review.
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