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JOB DESCRIPTION

	1.	JOB DETAILS
	

		Job Title:
	Housing Services Assistant 

		Location:
	Housing Department

		Team/Directorate:
	Customer Services

		Responsible To:
	Operations Manager

		Responsible For:
	N/A

	Indirectly Responsible For:
	N/A




	2.	JOB PURPOSE



Provide an efficient and accurate administration function in relation to housing management services. 

The key role is to support the housing team whilst ensuring a holistic service is given to all customers and other agencies.

	3.	KEY RESULT AREAS / PRINCIPAL DUTIES AND RESPONSIBILITIES



3.1 	Main Duties and Responsibilities

· Respond to telephone calls and correspondence from internal and external customers and stakeholders ensuring excellent customer service is given at all times. 
· Provide advice and complete accurate administration duties timeously in relation to housing management in line with Hanover’s Policies and Procedures to ensure compliance is met. 
· To maintain current and former customers’ accounts in relation to rents/credits/arrears management liaising with any relevant agencies including the preparation of documentation for due legal process is completed to ensure compliance in line with current legislation and internal procedures. 
· Accountability of customer payment management including Direct Debits/Standing Order/ Card Payments etc. to ensure prompt payment and low debt management.
· To administer and ensure that procedures for control of banking and card payments to customer accounts are timeously and securely adhered to in line with Policies and Procedures.
· Provide advice and complete Sales of property administration whilst maintaining service charge accounts in relation to Factoring developments to comply with deeds of conditions. 
· Ensure excellent communication skills at all times with onsite staff and Housing Officers to deliver a positive customer experience.
· Manage the allocation process and work with the local authorities in relation to nominations/Common Housing Registers and assist with the relevant administration including the marketing of hard to let and management of new developments to ensure void loss is minimised.
· Monitoring housing lists and conducting telephone assessments as necessary ensuring all information is accurate and up to date to assist with prompt allocations.
· Processing and completing end-of-tenancy terminations and providing advice to tenants/family members sensitively and liaising with other relevant agencies where necessary to ensure an efficient termination process is carried out.
· Liaise with appropriate external agencies about administration of allocations and rent management, to deliver positive customer service. 
· Responsible for recording and managing if applicable any service-related complaints/queries from customers ensuring that the customer experience is positive, professional and within set timescales. 
· Provide and collate (appropriate) statistical data to management as part of the reporting framework and record and provide data for monthly/annual returns to regulatory bodies to meet necessary timescales. 
· Adaptability to use IT software to ensure an efficient administration function in line with housing management internal procedures.
· Support and deliver, to a high standard, any other administration tasks for the Head of Housing and Operations Manager, as required.  
· To collate information about customer accounts if required under the Freedom of Information Act in accordance with the Hanover Policies and Procedures.
· To maintain customers’ records in relation to the Hanover electronic internal filing systems to ensure compliance is met in line with current legislation and internal procedures.

3.2 	Key Relationships – Internal & External

Internal

· Provide accurate support when needed to the Senior Management Team
· Prepare necessary data timeously to meet deadlines for the Operational Management Team
· Develop and maintain relationships with Development staff.
· Work closely with Colleagues within own Strategic Business Unit
· Work with and maintain good relationships with all colleagues across the business.

External 

· Engage with both internal and external customers and Stakeholders.

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 which 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 SERVICES ASSISTANT 
Person Specification

	
CRITERIA

	
ESSENTIAL
	
DESIRABLE

	Qualifications and specific training
	Standard grade/NAT5 level or equivalent 

	

	Experience
	Can demonstrate experience of 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 

	2-3 years of practical experience in housing administration or in a similar role

	Knowledge
	Advanced knowledge and a good understanding in office practices

	A sound knowledge of financial/welfare benefits working


	Skills
	Good computer skills, including experience using Microsoft Office, Outlook and corporate databases

Highly developed organisational skills and ability to prioritise and adapt to a varied workload and produce excellent and accurate quality of work to meet deadlines

Good level of interpersonal people skills with the ability to communicate effectively, both orally and in writing, with persons at all levels in a positive manner

Basic skills in health and safety including identification and reporting of hazards and minimizing risks.

	

	Personal attributes
	Ability to work on own initiative with minimum supervision and as an effective team member.

Key Behavioural requirements within role.

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

	

	Additional requirements
	Able to operate in a hybrid working environment where it is the norm to match job performance to practice standards in the interests of optimum service provision
	




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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