ROYAL BOROUGH OF KINGSTON UPON THAMES

ROLE PROFILE

	Department:
Housing Services
	Title: 
ALLOCATIONS OFFICER 

Post Number: New

	Grade: 
F-I 



	
RELATIONSHIPS

	
1
	
RESPONSIBLE TO:
Tier 1 Officers will be responsible to Tier 2 Allocations Officer
Tier 2 will be responsible to Lead Officer Accommodation Services
	
2
	
MANAGEMENT RESPONSIBILITY FOR:
Management responsibility only applies to Tier 2 Officer





	3
	IMPORTANT INTERNAL RELATIONSHIPS
· Head of Service
· Elected Members and Councillors
· Team Colleagues


	4
	IMPORTANT EXTERNAL RELATIONSHIPS
· Service users (and their representatives)
· Temporary accommodation providers
· Housing Association/Registered Provider partners
· All relevant partner organisations for whom and with whom the Council does business (strategic partnerships, local authorities, registered providers, developers, private owners, et al) and other Government/regulatory bodies (HCA, GLA, et al)
Benchmarking partners


 
	
MAIN PURPOSE OF JOB

To deliver the allocations service to ensure excellence in the administration of the allocation process for all forms of temporary and permanent housing solutions, including nightly paid and B&B accommodation, private leased properties, choice based lettings via Home Connections, as well as other mobility schemes, and registered provider nominations.  
To make best use of accommodation, minimise costs and void loss, and reduce overcrowding and under-occupation by analysing the data and identifying initiatives and best practice to assist with this. 
To ensure that all performance targets are met. 
To promote the profile of the Council’s services and ensure high levels of customer satisfaction
To support the Lead Officer/Tier 2 Allocations Officer by contributing to the overall development of the allocations service.
Tier 2 Allocations Officer
To be responsible for the casework supervision and management of Tier 1 Officers in respect of all the above
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MAIN RESPONSIBILITIES/DUTIES OF JOB

Customer Service and focus

· "It is of paramount importance that the Council's objective of working within an engagement culture with its customers is realised. This objective is multifaceted and includes community led scrutiny, audit and testing of decisions and service provision, and to ensure a greater level of information sharing, empowerment and engagement by residents. This will be achieved by employing a range of formal and informal methods to involve residents and it is the responsibility of every post holder in the Council to contribute to the development and sustainability of this ethos." 
· To meet the Council’s customer service standards demonstrating professionalism and courtesy at all times to colleagues, customers and stakeholders. 
· Understands the needs and expectations of internal and external customers and partners including service departments and partner organisations and to provide them with information and advice relating to the service provided.
· To facilitate customer involvement in service planning, delivery and review and put the customer at the centre of everything that we do. 
· To demonstrate a passionate “can-do” attitude to customer service and to demonstrate ownership, responsibility, flexibility, collaboration with others and empathy that raises the Council’s profile based on excellent communication skills.
 
Communications

· To contribute to and present reports and presentations for a wide range of audiences.
· To convene and attend professionals meetings, panels, case conferences, etc.and to provide a link with other stakeholders.
· Contribute to the development and implementation of processes and systems for the effective recording and management of records, data and information.
· To provide data and trend analysis as required with conclusions and recommendations.
· To contribute to the production of high quality marketing material that promotes the service to colleagues and service users. 
· Promote and raise the profile of the Housing Service and the services it provides.
· Influences service strategy and development and keeping staff/colleagues informed of information that affects them.
· Encourages and actively engages in positive cross directorate communications and team working.
· To ensure timely responses to all correspondence from service users, Council Members, MPs and outside agencies.

Strategy & Leadership

· To deliver the service in accordance with established policies and practices.
· To work with service users to ensure that they are able to exercise maximum choice in the way in which the Council delivers services. 
· As a member of the team, contribute to the development of the wider Service area and other relevant workforce plans and strategies, in line with Council priorities.
· To liaise with other relevant sections, departments and agencies in order to promote joint-working practices and review policies and procedures.
· To work with community organisations and other departments within the Council and outside agencies to develop strategies for service development and cohesion aiming, in particular, to engage socially excluded and disadvantaged groups.
· Take responsibility for their learning and development and fully optimise opportunities available to them.
· Contribute to a highly motivated team that works together to achieve performance goals.
· Builds strong working relationships between the team, other teams within the service area and all services in order to achieve a One Council approach to service delivery

Technical & Operations

	· To ensure that all aspects of the allocations service are delivered effectively in line with legislation and statutory guidance, policies, procedures and protocols. 
· To participate in reviews of the allocations services and ensure the effective implementation of all initiatives to improve the service 
· To administer all aspects of the Home Connections scheme and to ensure the effective partnership working for processing housing applications as per agreed allocations policy. 
· To allocate temporary accommodation in accordance with homelessness and related legislation, the Code of Guidance, case law, local authority agreements, health and safety systems and Council policy to include managing sign-ups, assistance with applications for housing benefit, breaches or subsequent moves into alternative accommodation
· To offer support and advice to service users, including advising homeless applicants of their rights and processing reviews and discharge of statutory duty as appropriate. 
· To ensure nightly paid accommodation meets the required health & safety standards (in conjunction with colleagues), minimising voids and managing relationships with providers and homeless households. 
· Processing of invoices for nightly paid accommodation and removals and storage
· To work with colleagues and partners to create, implement and promote plans and initiatives to address overcrowding and under-occupation. 
· To ensure that voids and rent loss are minimised
· Work to meet and exceed performance targets and contribute to information and performance statistics relating to the work of the service. 
· To assist with the identification and implementation of best practice and innovation. 
· To provide a high quality allocations service ensuring that all administrative tasks are completed to a high standard and to offer advice with more complex cases.
· To effectively manage all casework ensuring efficient record keeping and administration. 
· To maintain current knowledge of law and policy relating to the service and to provide specialist advice to colleagues as required. 
· To develop strong partnership working to improve and promote the service. 
· To efficiently manage nominations to Registered Provider properties by ensuring agreed processes are met, and to tackle any performance issues where they are not. 
· To manage and monitor the nomination of homeless households to temporary accommodation including Registered Providers in accordance with nomination agreements.
· To deliver the operation of mobility schemes. 
· To effectively deliver the decanting process ensuring that agreed processes and deadlines are met. 
· To contribute to the reviews process. 
· To liaise with the Tenant Finder Service to prevent the premature ending of tenancies and to ensure that tenants are moved in a timely manner. 
· To work with colleagues providing temporary accommodation to ensure the effective nomination of homeless persons to these, as well as to permanent accommodation.
· To promote and nominate to a wide range of housing solutions. 
· To ensure the effective signposting to support services of vulnerable persons coming into contact with the service. 
· To contribute to the preparation of a draft annual Team Plan for the service and to assist with the review and development of performance targets.



Performance Management 

· Prepare reports on engagement for performance management and other purposes
· Has high performance expectations that are transferred into clear measurable targets and takes responsibility to ensure these are met and improved
· Consistently achieves performance targets and celebrates success with team
· Sets high expectation for own learning, development and performance and seeks the same for others
· Actively engages in appraisals and regular one to ones.

Commissioning

Commissioning is about achieving the right outcomes by deciding what service is needed, how it should be delivered, and which public, private or third sector organisation should deliver within effective use of resources. 

The post holder will be expected to take forward Kingston’s Commissioning Vision that Kingston will become an effective commissioning Council ensuring that the best outcomes are achieved for all stakeholders, and that residents are at the heart of design and decision-making. It is of paramount importance that the post holder ensures efficient use of resources and identifies innovative and transparent ways of working to ensure value for money for the service. 

General

· To promote diversity and equality in all aspects of service delivery and people management
· Commits to the wellbeing of colleagues and actively promotes the Council’s Health & Safety policies
· To adhere to existing working practices, methods, procedures, undertake relevant training and development activities and to respond positively to new and alternative systems.
· To maintain confidentiality and observe data protection and associated guidelines where appropriate.
· Such other responsibilities as may be required by the service  which are appropriate and commensurate with the grading and position of the post.

Criteria to be assessed against grades


Grade F - Tier 1
· Convenes professional/other meetings and panels and supports them with appropriate material  and attends professional/other meetings for less complex matters/cases 
· Undertakes all aspects of the allocation of both permanent and temporary accommodation 
· Makes basic decisions on housing allocations and assessments and  gathers / checks supporting evidence
· Provides basic level information and advice to customers and partners/accommodation providers
· Keeps accurate case notes and data
· Escalates complex applications and requests for advice
· Processes invoices and ensures appropriate record keeping
· Undertakes sign-ups and assists with housing benefit applications
· Provides responses to basic complaints

Grade G - Tier 1
· Attends professional/other meetings for more complex matters/cases
· Makes decisions on more complex cases 
· Provides detailed information and advice to customers and colleagues/partners
· Leads on discharge of duty & accommodation reviews 
· Leads on under occupation/overcrowding
· Leads on decanting
· Provides basic welfare benefits advice and information
· Effectively manages relationships with temporary accommodation providers
· Provides data analysis materials and other information for  reports
· Is a customer champion
· Liaises with other services and partners to resolve issues
· Provides responses to more complex complaints

Grade H - Tier 2
· Responsible for the day to day operation of the team, providing support and guidance to Tier 1 Officers on all casework, including monitoring of performance 
· Effectively manages casework allocation and standards.
· Provides detailed advice to customers other teams and partners on Housing Allocations and support on complex , escalated issues
· Deals with and provides responses for complex complaints 
· Acts as database system champion/’super user’ for the team’s IT system/s and supports team members to fully utilise IT systems
· Applies effective budget management techniques
· Makes decisions in very complex cases
· Manages the reviews processes
· Leads on managing relationships with accommodation providers and partners 
· Manages referrals to/from accommodation in Private Sector Schemes
· Provides reports on complex issues, data and cases
· Liaises with communities and partners to engage socially excluded and disadvantaged groups
· Contributes to joint reviews of the allocations and accommodation services and/or services for homeless and vulnerable people, ensuring the implementation of initiatives to maximise  effective use of accommodation, promote private sector options and other moves schemes, and minimise homelessness amongst vulnerable households 
· Provides advice on case law statute and policy to the team

Grade I - Tier 2
· Monitors performance and coaches staff to enhance performance of service including overseeing all Learning & Development needs
· Implements changes to legislation, policies , processes and procedures
· Manages budgetary information 
· Prepares reviews and/or planning of protocols, services and provision of advice & information including the development of new or expanded services in conjunction with Registered Providers, Adult Social Care/Health/Childrens Services (AfC) and Voluntary Sector partners
· Leads on joint reviews relating to housing allocations, homelessness and  vulnerable people and ensures the effective implementation of all initiatives to improve the service
· Actively identifies commissioning opportunities
· Deputises for the Lead Officer Accommodation Services




Person Specification

	

Knowledge, including educational qualifications:
	

E/D
	How assessed (S/ I/ T)

	Knowledge of social housing register and allocations processes, homelessness,temporary accommodation, welfare reform and relevant legislation.
	E
	S/I

	An understanding of the needs of homeless households in temporary accommodation
	E
	S/I

	Knowledge of housing and welfare benefits
	D
	S/I/T

	Experience:
	
	

	Experience of working in a busy frontline public sector housing team or similar
	E
	S/I

	Experience of leading a busy frontline housing allocations service or similar and/or significant technical experience (T2)
	E
	S/I

	Experience of partnership working and influencing and negotiating to achieve successful outcomes
	D (T1)
E (T2)
	S/I

	Conducting high quality casework (T1) for complex cases (T2)
	E
	S/I

	Administer service budgets to ensure the efficient use of resources (T2)
	D
	S/I

	Behaviours and Competencies:
	
	

	Ability to work with others, whilst providing clear leadership, motivating others to achieve excellent performance.(T2)
	E
	S/I

	Ability to work with others, and is motivated  to achieve excellent performance.
	E
	S/I

	Has the ability to understand and assimilate complex information, and translate that information into innovation in practice and management. 
	E
	S/I

	Customer service focused, able to develop productive working relationships with partners
	E
	S/I/T

	Ability to work passionately, flexibly, innovatively, taking ownership to ensure targets are achieved
	E
	S/I

	Has excellent administration and organisational skills and is able to produce reports and other information for a variety of audiences. 
	E
	S/I/T

	Recognises the importance of politics and adapts management approach appropriately (T2)
	D
	S/I

	Ability to think, plan and act with a creative approach to problem solving and delivery in demanding circumstances and with competing priorities to ensure deadlines are met
	E
	S/I

	Strong interpersonal and communication skills, the ability to establish effective negotiation skills and working relationships throughout the organisation and with partners, suppliers and contractors
	D
	S/I/T

	The ability to service (T1) and chair meetings (T2) with relevant partners and other stakeholders. 
	D
	S/I

	Displays a commitment to own personal development and learning
	D
	S/I/T

	Leading People
	
	

	Ability to provide clear leadership, motivating others to achieve excellent performance. Is able to delegate effectively. (T2)
	E
	S/I

	Understands and builds commitment to RBK’s strategic direction
Develops shared plans and goals inspires others to achieve them
	E
	S/I

	Develops a strong sense of cohesion and team spirit
	E
	S/I

	Creates a working culture that is open and responsive to change
	E
	S/I

	Delivering Services
	
	

	Promotes good corporate governance throughout RBK’s activities and partnerships
	E
	S/I

	Identifies and is responsive to customer needs, working with them to provide innovative solutions
	E
	S/I

	Strong focus on achievement and results
	E
	S/I

	Commissions services using the One Council Commissioning approach (T2)
	E
	S/I

	Understands the links and relationships between RBK directorates and services
	E
	S/I

	Actively participates in cross-functional networks and groups
	E
	S/I

	Consistently displays commitment to a One Council way of working
	E
	S/I

	Builds strong working relationships across the Council and with partner organisations and suppliers
	E
	S/I

	Recognises the role that technology plays in improving the service
	E
	S/I/T

	Recognises the role that technology plays in improving the service and has ability to undertake ICT system champion/’super user’ role for the team (T2)
	E
	S/I/T

	Manages projects effectively within best practice methodologies 
	E
	S/I/T

	Displays risk awareness and commits to essential standards of risk management
	E
	S/I

	Having a strong commitment to following our Six Steps to working as One Council
	E
	S/I

	Having a strong commitment to following our Six Steps to delivering our Customer Commitment
	E
	S/I



Key:		D 	Desirable		S	Shortlisting criteria
		E 	Essential		I 	Evaluated at interview
						T	Subject to test 
As part of the selection process, candidates will be required to undertake assessment tests designed to demonstrate their competencies in key areas detailed above.

Special Conditions of Recruitment: 

· Must be able to undertake all physical tasks associated with conducting property/site visits.
· May be required to work outside of normal hours.
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