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Role Profile
	Scheme Management Assistant


Reports to:
	Senior Independent Living Coordinator


Team:
	Independent Living


Line Manages:
	N/A


Location:
	Cartrefi Conwy operational area (mobile as required to deliver services)


Salary and Hours:
	£24,676 per annum, Full-time 37 hours per week. 


Job Purpose:
	
To provide administrative and customer service support to housing officers and tenants, ensuring efficient delivery of housing services and contributing to Cartrefi Conwy’s vision of creating communities to be proud of. This role supports tenancy management, compliance, and customer excellence in line with our strategic priorities under Our People, Our Property, and Our Partnerships.



Role Dimensions:
	
Delivering customer excellence and inclusive housing services (Our People)

Supporting compliance and proactive maintenance (Our Property)

Collaborating with internal teams and external partners to enhance service delivery (Our Partnerships), the post holder is expected to comply with all policy and procedures and health and safety regulations and is expected to refer to the Independent Living Services Manager for advice and guidance on the consistent and safe application.

The post holder will refer unresolved matters with tenants (such as tenancy breaches or repairs) to the Housing Officers.

Works across multiple schemes supporting tenancy sustainability.

Key contributor to tenant satisfaction and compliance metrics.




Focus and Key Responsibilities:
	Key Responsibilities
· Provide responsive and professional support to tenants, ensuring queries are resolved promptly and effectively.
· Maintain accurate records and update housing management systems to support compliance and service delivery.
· Assist Housing Officers with tenancy management, including inspections, visits, and low-level anti-social behaviour cases.
· Process housing applications and related service requests in line with organisational policies.
· Coordinate with contractors and service providers to address maintenance issues efficiently.
· Complete Fire Risk Assessments and tenant-specific risk assessments, including Personal Emergency Evacuation Plans (PEEPs).
· Welcome new residents and provide clear information about facilities and local neighbourhoods.
· Deliver proactive, preventative approaches to tenancy sustainability, making every contact count.
· Ensure all activities comply with health and safety regulations, organisational policies, and relevant legislation.

Scheme Management Duties
· Complete health and safety audits of the scheme.
· Conduct alarm testing and fire safety checks in communal areas.
· Provide information and respond to tenant enquiries regarding: 
· Car parking arrangements in and around the scheme
· Scheme lift operation (where applicable)
· Care Connect procedures and equipment
· Communal entrance and access
· Reporting repairs in communal spaces
· Bin store and recycling facilities (where applicable)
· Guest room booking and charges (where applicable)
· Use of communal lounge, kitchen, or other shared spaces
· Local amenities and services
· How to contact Neighbourhood and Customer Services
· Support tenants not in receipt of Housing Benefit by offering one-to-one assistance to reassess entitlement to financial support or other assistance options.




Key Relationships:
	External: 
Tenants and their families 

Voluntary and Community Organisations (social impact and wellbeing initiatives)

Telecare and Alarm Monitoring Providers (emergency response and safety systems)

	Internal: 
Independent Living Services Manager (line management and escalation)

Independent Living Coordinators (guidance, supervision, and support)

Neighbourhood Services Team (repairs, tenancy management)

Compliance and Health & Safety Teams (risk management and safety standards)

Customer Services and ICT Teams (digital systems and tenant queries)



Person Specification
Qualifications:
	
	Essential/ 
Desirable
	Assessed by?
Application (A) or
(Curriculum Vitae (CV)/ Covering Letter (CL) for senior roles)
I – Interview (I) or Ability Test

	NVQ (or equivalent) in care or support work or related Housing subject
	Highly Desirable
	Application/
Certification



Knowledge and Experience:
	
	Essential/
Desirable
	Assessed by? 


	Understanding of housing legislation and procedures
	Desirable
	Application/
Interview

	Familiarity with compliance and safety standards
	Desirable
	Application/
Interview

	Experience of working directly with customers
	Essential
	Application/
Interview



Skills:
	
	Essential/
Desirable
	Assessed by?

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

	Good level of numeracy and literacy skills
	Essential
	Ability Test/Interview

	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

	The ability to communicate fluently both verbally and in writing through the medium of Welsh 
	Highly Desirable
	Application/
Interview

	Ability to drive in the UK with access to own vehicle (if relevant for the role)
	Essential
	Application/
Certification



Cartrefi Commitments
	
	Essential/
Desirable
	Assessed by?

	We Do the Right Thing
	E
	Interview

	We Lead by Example
	E
	Interview

	We are Stronger Together
	E
	Interview



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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