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Role Profile
	Housing Officer


Reports to:
	Neighbourhoods Manager


Team:
	Neighbourhoods


Line Manages:
	None


Location:
	Morfa Gele (Abergele) and agile across all Cartrefi Conwy offices


Salary, Hours and Holidays:
	Grade 6 £31,444  to £33,407 gross per annum (pro rata)
Part-time, 18.5 hours per week over 3 days


Job Purpose:
	To deliver a proactive and holistic housing management service to Cartrefi Conwy tenants that promotes the development of sustainable tenancies and thriving communities.
To adopt and innovative and collaborative approach to housing management engaging all Cartrefi Conwy and Creating Enterprise teams.
Ensure that tenants have all the help and advice they need to sustain their tenancy and remain safe in their homes.
Continuously seeking to improve services through listening to feedback from tenants and acting upon them.


Role Dimensions:
	The duties of the role will be carried out between Cartrefi Conwy’s communities and offices along with working from home.
The post holder may also be required to attend tenant and community events which may take place outside of normal working hours.
The post holder will be required to operate with regular use of ICT systems and technology
It is expected that the post holder will work autonomously in communities dealing with all aspects of housing management issues including visual inspections of estates and tenant engagement.

The post holder we will have the autonomy to decision make in line with the values of the organisation, housing legislation and Cartrefi Conwy’s policies and procedure. Liaison with management should be undertaken for support and guidance on the consistent application of approaches to matters.
The post holder will have autonomy to manage most of their own time and prioritise their workload within the scope of the role but will be required to have an up to date outlook calendar of activity.



Focus and Key Responsibilities:
	To be the main point of contact for the management of all tenancy matters and take ownership in the resolution of queries, requests, and complaints.
Possess an understanding of patch make up, needs and issues through regular presence in the community engaging with tenants and promoting a safe/well maintained community.
Proactively manage all levels of tenancy arrears through regular engagement, support, and progression of relevant actions at the earliest opportunity.
Proactively manage all levels of antisocial behaviour with prompt intervention and regular engagement with key stakeholders to ensure issues are managed and progressed minimalising delay. 
Ensure tenants identified as struggling with any issues that effect their ability to manage their tenancy are swiftly signposted to the relevant services and health and safety concerns escalated without delay.
Work with Creating Enterprise and other key services to listen to tenant and stakeholder feedback and drive forward suggestions for continuous improvement for the benefit of tenants.
Engage with local elected members to ensure that community issues and information is being regularly communicated and shared.
Maintain regular, accurate and up to date records of tenancy matters and key information utilising technology to promote a paperless and more efficient service where possible.

General
· The job description is designed to provide a general overview of a role, responsibilities and accountabilities and does not list every requirement. 
· Employees are expected to carry out reasonable management instructions and other duties commensurate to the role that are lawful, ethical, within the scope of their duties, and consistent with company policies and procedures.



Key Relationships:
	External:
Regular communication with elected members to discuss and share information on matters relating to Cartrefi Conwy homes management
Regular partnership work with Conwy Housing Solutions to ensure correct help and advice is given to tenants in matters relating to the housing register and homelessness.

Regular contact with the Department of Works and Pensions and Conwy Council’s Housing Benefit department on matters relating to tenant Universal Credit claims and Housing Benefit/Discretionary Housing Payment claims respectively.
Regular contact with support agencies/services that benefit tenant welfare and ability to manage tenancies. These include but not exhaustive of:
· Social Services
· Mental Health Services
· Financial and Benefit Advice Services
· Advocacy Services
· Shelter Cymru
· North Wales Fire Service
North Wales Police

	Internal:
Colleagues in the Neighbourhoods department daily in matters relating to:
1) Case management
2) Information sharing
3) Signposting
4) Escalations

Members of the Senior and Executive management team as and when required.




Person Specification
Qualifications:
	
	Essential/ 
Desirable
	Assessed by?
Application (A)
Certification (C)
I – Interview (I)

	3 GCSEs (or equivalent) passes at Grade C or above to include Maths and English
	E
	A/C



Knowledge and Experience:
	
	Essential/
Desirable
	Assessed by? 


	Experience of working in a housing related or related field
	E
	A

	Experience of working in a customer facing environment
	E
	A

	Experience of Enforcement Processes
	HD
	A/I

	Evidence of Continued Professional Development
	D
	A/I

	Understanding of rent arrears recovery and debt recovery methods
	D
	A/I

	Experience of providing advice and guidance to people of all social backgrounds
	D
	A/I

	Experience of working with vulnerable clients
	D
	A/I



Skills:
	
	Essential/
Desirable
	Assessed by?

	Interpersonal skills, to deal sensitively and professionally with tenants experiencing difficulties
	E
	A/I

	Ability to work on your own initiative, as well as part of a small team
	E
	A/I

	Ability to analyse and interpret policies and information
	E
	A/I

	Ability to plan and prioritise own workload to agreed outcomes
	E
	A/I

	Ability to negotiate and apply reasoning tactics when working under pressure in order to persuade and engage tenants effectively
	E
	A/I

	Microsoft Office;  Word, Excel, Outlook (Basic User Level)

	E
	A/I

	The ability to communicate fluently both verbally and in writing through the medium of English 
	E
	A/I

	The ability to communicate fluently both verbally and in writing through the medium of Welsh 
	D
	A

	Ability to drive in the UK with access to own vehicle (if relevant for the role)
	E
	A/I




Cartrefi Commitments:
	
	Essential/
Desirable
	Assessed by?

	We do the right thing
	E
	I

	We lead by example
	E
	I

	We are stronger together
	E
	I



Equal Opportunities Statement Cartrefi Conwy are committed to Equality and Diversity in our activities and welcome applications from all qualified candidates.
*Where disability precludes, this will be reviewed with the candidates at the interview stage to ascertain if there are any reasonable adjustments that can be made to this requirement.
Data Protection: Your personal data will be handled in accordance with GDPR and the Data Protection Act 2018. We will use your data solely for recruitment purposes and will not share it with third parties without your consent.
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