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	JOB DESCRIPTION


	1. JOB DETAILS

	JOB TITLE
	Landlord Liaison Officer (HAWS)

	REPORTS TO
	Business Development Manager 

	DIRECT REPORTS
	None

	TEAM
	HAWS (Neighbourhood Services)

	LOCATION
	Based at Morfa Gele, Coed Pella and other satellite offices around N Wales

	SALARY DETAILS
	Grade 6 (TBC)


	2. PURPOSE 

	To work with landlords and tenants to preserve existing tenancies and prevent homelessness

To help tenants address arrears, maximise their income and access appropriate support

To engage directly with landlords to support them in being able to continue to accommodate their tenants by the provision of advice and information. 




	3. DIMENSIONS Scale & Diversity

	Negotiation with private landlords to support them and their tenants if they are experiencing difficulties managing the tenancy and the relationship
Attendance at events when requested to promote the agency and its services

Liaising with the Housing Solutions Team at Conwy County Borough Council to receive referrals from them and to feedback to them on any progress in reducing the threat of homelessness
Tenancies will be located across the Conwy County Area 


	4. MAIN ACCOUNTABILITIES 

	To provide a professional and high quality tenancy and property management service for the benefit of HAWS tenants and landlords.

To take ownership of resolving or supporting any reasonable requests made by tenants and landlords.

To ensure that properties are fully complaint in accordance with our required property standards and all relevant legislation and that they are an acceptable standard for letting
Ensure that rent is collected and arrears are minimised by applying a problem solving approach, advising and supporting tenants to apply for appropriate welfare benefits and arranging payments and repayments as required.  
To minimise, monitor and react promptly to complaints of anti-social behaviour. Consulting and liaising with outside agencies such as the Police and Social Services, etc. and to work with the ASB unit and Homeless Service colleagues, to enforce the terms of the tenancy agreement
To carry out routine property inspections on a regular basis to address any issues arising from these inspections to help develop safe and well maintained properties identifying repairs obligations to landlords or Property Services for prompt completion.

Manage tenants vacating properties and “moving on” by completing tenancy termination and ensuring appropriate advice and support is offered, including administration of deposit returns, any recharges, former tenant’s arrears etc.
When a tenancy cannot be saved ensuring that the landlord is aware of the re-letting service and try and secure the property for re-let to another homeless family where it is appropriate

To report back to the Business Development Manager regularly on progress in order for Welsh Government to monitor performance on homeless prevention

Undertake any other reasonable tasks consistent with the post


	5. CORPORATE ACCOUNTABILITIES 

	To actively support the overall delivery of Cartrefi Conwy’s objectives to provide an excellent, innovative and truly customer focused service.

To contribute to community involvement and tenant participation activities as required.

As a representative of Cartrefi Conwy, to, promote and maintain a positive attitude and image at all times.

To positively promote Cartrefi Conwy’s values; constructively challenging traditional ways of working, contrary behaviour or comments.

To ensure feedback is actively sought in order to inform service improvement for customers and develop more efficient and effective ways of working.

To ensure compliance with Cartrefi Conwy’s Standing Orders, policies and procedures, standards of probity relating to the organisation’s charitable status and Welsh Assembly Government Regulation.

To support the development, review and implementation of policies and procedures, in particular of: 

· Health, safety and welfare initiatives

· The associations principles on Equality and Diversity

· Risk management initiatives

· Performance management practices

To utilise ICT technology and systems effectively by developing appropriate skills, adopting efficient business processes, and maintaining data securely and accurately.

To work collaboratively in cross functional working groups where required.



	6. WORK CONTEXT 

	The role will be carried out across North Wales inside tenanted and vacant properties and away from the office environment.  The regular use of ICT systems and technology is a requirement of the post.


	7. AUTONOMY AND DECISION-MAKING 

	It is expected that the post holder will work autonomously and will be responsible for undertaken the full range of housing management functions with minimal supervision. 

The post holder has a degree of autonomy to manage their own time, prioritise and plan the working week within the scope of the role however they will be expected to follow the Associations policies and procedures in respect of variety of housing management tasks they are responsible for. 


	8. COMMUNICATIONS 

	INTERNAL
	Daily contact with colleagues in the HAWS Team and across other departments at Cartrefi Conwy and Conwy County Borough Council.

Regular contact with Lettings and Property Manager

	EXTERNAL
	Daily contact with tenants

Daily contact with supporting agencies/ individuals.

Regular contact with Private Landlords.


	9. AREAS OF COMPLEXITY

	Meeting the expectations of tenants and private landlords may offer some complexity to the post as their aspirations are not always aligned with the resources and capabilities of Cartrefi Conwy. 
Supporting vulnerable tenants and arranging a multi-agency support network.


	10. AGREEMENT

	Job Holders’ Signature:
	
	Date:
	

	Line Managers’ Signature:
	
	Date:
	


	Person Specification
Landlord Liaison Officer


	ACADEMIC / PROFESSIONAL QUALIFICATIONS 
	Essential / Desirable
	How this will be assessed

	Achievement of or progression towards a relevant professional qualification (i.e. CIH)
	Highly Desirable
	Application & Certification

	KNOWLEDGE & EXPERIENCE
	
	

	Highly motivated with a proven ability to work towards and achieve targets
	Essential
	Application & Interview

	Experience of working in the private lettings sector
	Essential
	Application & Interview

	Knowledge of private sector housing law
	Essential
	Application & Interview

	Experience of working directly with customers
	Essential
	Application & Interview

	Knowledge of the local housing market
	Essential
	Application & Interview

	Experience of rent arrears recovery
	Essential
	Application & Interview

	Experience in assessing landlords, properties and tenants for suitability
	Desirable
	Application & Interview

	SKILLS
	
	

	Microsoft Office;  Word, Excel (Basic User Level)
	Essential
	Ability Test

	Good level of numeracy and literacy skills


	Essential
	Ability Test

	Ability to work on your own initiative, as well as part of a team
	Essential
	Interview

	Experience of working with vulnerable customers
	Essential
	Interview

	Excellent customer service skills
	Essential
	Interview

	Ability to prioritise and manage workload effectively and work well under pressure
	Essential
	Application & Interview

	Ability to show initiative and develop new ways of working
	Essential
	Interview

	A full driving licence to drive in the UK and access to a vehicle for work purposes*
	Essential
	Application & Certification

	Welsh Language Skills 
	Highly Desirable
	Application & Interview


Cartrefi Conwy are committed to Equality and Diversity in our activities.   * Where disability precludes, this will be reviewed with candidates at interview stage to ascertain if there are any reasonable adjustments that can be made to this requirement.[image: image1.png]
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