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Accountability Profile:

	
Job title:

	
Neighbourhood Housing Officer

	
Employer:

	
Weaver Vale Housing Trust

	
Location:

	
Gadbrook Point, Rudheath Way, Northwich, Cheshire

	
Contract:

	
Permanent

	
Annual Salary:

	
£40,121.36


	
Hours of work:

	
37 hours per week

	
Department/Team:

	
Tenancy and Neighbourhood Sustainability

	
Reporting to:

	
Neighbourhood Housing Team Leader

	
DBS Requirement for the role:

	

Basic 



NB. The information outlined below is the purpose of the post, i.e., why it exists, and the key accountabilities of the post holder and the outcomes required of the post. This is not a list of tasks or duties, as post holders are required to perform any reasonable task within their competence to deliver the stated outcomes
	
Job purpose

	Responsible for the delivery of a responsive and proactive Tenancy and Neighbourhood management service to Trust customers, with an emphasis on prevention and early intervention to reduce formal enforcement action and promote sustainable tenancies and neighbourhoods. 

Take a problem-solving approach to resolving ASB and Tenancy issues, supporting all parties involved, to achieve a sustainable resolution which promotes tenancy sustainment.

Develop strong, effective partnerships, with customers, colleagues and local stakeholders, to identify preventative actions and strategies to address concerns in our neighbourhoods in an effective multi agency response. 

Using insight and customer feedback identify customer concerns and identify positive medium term and longer-term solutions to inform and support the delivery of local Neighbourhood Plans.



	Key Accountabilities

	1.	Be the key contact for customers in a defined patch area and directly deliver a comprehensive housing management service, with the aim of supporting customers to resolve breaches of tenancy and issues related to ASB without more formal intervention.

2.	Work collaboratively with Lettings Officers and Safer Neighbourhood Officers to effectively manage tenancy changes and sensitive lets to encourage tenancy and neighbourhood sustainability.  

3.	Proactively and holistically manage a complex caseload, developing creative solutions to achieve positive outcomes for customers that prevent breaches of tenancy.

4.	Work collaboratively with the Trust’s Tenancy Sustainment Team to identify, prevent and resolve tenancy breaches, for example relating to property or garden condition.

5.	Continually review and adapt smooth handover processes between Neighbourhood Management Officers and Safer Neighbourhood Officers, when cases move between teams.

6.	Support the Safer Neighbourhood Officer where formal legal action is necessary, ensuring documentation and evidence is presented in the agreed format to support the case handover procedure, this includes attending court and drafting witness statements where necessary

7.	Utilise all intervention and prevention measures such as home visits, formal warnings, Acceptable Behaviour Contracts, NTQ’s to set expectations and prevent escalation to more formal legal action.

8.	Work with local partner agencies, understanding their powers and responsibilities, to ensure an effective multi agency response to breaches of tenancy. 

9.	With proven communication skills, you will proactively address breaches of tenancy and work with customers to enable them to manage and sustain their tenancy.  This includes carrying out mediation with customers as a means of resolving issues quickly to prevent escalation to more formal action.

10.	Support Trust colleagues with access to properties for compliance work, utilising local knowledge and relationships.

11.	Be responsible for the robust monitoring and recording of case work using the Trust’s preferred case management system.

12.	Develop and maintain a high level of personal contact with customers to maximise engagement and minimise breaches of tenancy.

13.	Represent the Trust at multi-agency meetings, sharing information, and contributing to joint action plans for breaches of tenancy affecting the Trust’s customers and properties.  

14.	Develop a detailed understanding of the issues and opportunities within our Neighbourhoods and contribute to shaping sustainable communities and an environment that is safe and inclusive for our customers.

15.	To support the Trust to deliver its responsibilities in relation to Safeguarding, ensuring internal IT systems are updated, liaising with internal/external partners where necessary.

16.	Use local knowledge and insight to support the development and delivery of Neighbourhood Plans to increase customer satisfaction levels with customers of the Trust. 

17.	Take part in appropriate activities to promote positive community relationships, sharing positive stories through agreed communications channels to promote the work of the team and the Trust. 

18.	Work collaboratively with colleagues across the Trust and external stakeholders, building relationships to reduce breaches of tenancy and support tenancy sustainment.

19.	Provide support and information to customers and colleagues regarding the conditions of the Tenancy Agreement and Trust’s related policies and procedures.

20.	Promote positive relationships between customers living in Trust neighbourhoods.

21.	To keep abreast of legislation and recognise best practice regarding both Tenancy Management and ASB.

22.	Fulfil our landlord responsibilities, including adherence to our policies and procedures, as well as regulatory and legislative requirements.

23.	To follow and work in line with the Trust’s Equality & Diversity, Health and Safety, Data Protection, Safeguarding and Customer Services policies.

24.	Actively support the achievement of corporate Key Performance Indicators (KPIs) and Strategic Achievement Measures (SAM’s).





Person Specification

	
	Essential
	Desirable

	



Qualifications


	· 3 A levels or equivalent level of qualification or equivalent professional experience in social housing.
	· Membership of the Chartered Institute of Housing or other relevant professional body. 


	



Skills
	· [bookmark: _Hlk178778651]The ability to problem solve, find solutions, adapt to situations and be a confident decision maker.

· Effective communicator, with the ability to explain complex issues in an understandable way to meet the needs of the customer and manage customer expectation

· Flexible organisational skills with an ability to adapt to varying workloads and balance competing priorities to meet the needs of the business and hit deadlines.

· [bookmark: _Hlk178779202]Ability to manage confidential material and issues.

· Ability to establish, develop and maintain effective working relationships with all work colleagues, contractors and partnering agencies.

· A person-centered approach – treating each person with respect and dignity.

· Commitment to developing role and self to continually improve the service.

· Commitment to the Vision and Values of the Trust

· Ability to show empathy, understanding and professional curiosity to understand a diverse range of customer’s needs 

	

	


Experience




	· [bookmark: _Hlk178779090]Experience of achieving successful outcomes in managing ASB or other tenancy related issues.
· Experience of using different IT platforms to work effectively and use data and insight to improve working practices.

· Experience of working in a customer focused environment and with a wide range of customers and stakeholders.

· Experience of prioritising and independently organising a wide- ranging workload.

· Experience of dealing with challenging situations and behaviour and sensitively resolving conflict.

	· Experience of using Housing Management Systems.


	
Knowledge



	· [bookmark: _Hlk178779073]Current and detailed knowledge of best practice in tackling ASB and other housing management issues.

· Current knowledge of Tenancy Management legislation. 

	· Knowledge of Equality and Diversity, GDPR and Safeguarding legislation.



This post is subject to a Basic Disclosure and Baring Services check.

I confirm this is the correct accountability profile for my Neighbourhood Housing Officer role.
 
Post-holder Name:

Signature:

Date: 
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