WOKING BOROUGH COUNCIL
JOB PROFILE

JOB DESCRIPTION
Job Title:			Housing Manager
Pay Grade: 			W3	
Team:				Housing Services 
Function:			Resident Services	
Responsible to:		Housing Team Leader      	
Job Purpose:	
To manage a cross tenure patch of properties to provide customer focussed services in line with our service standards and values.

Main tasks:

1. Assist with the effective management of customer rent accounts by undertaking occasional rent arrears visits on behalf of the Income Team.  This may include the serving of a Notice of Seeking Possession for instance.

2. Assist with the timely letting of properties by carrying out pre-vac inspections and sign ups within timescales

3. Maximise customer satisfaction and minimise complaints through the provision of a right first-time service.

4. Understand who our customers are and the support they may need to sustain their tenancies by completing and undertaking tenancy audits.

5. Make timely referrals to the tenancy support team and follow the progress of those referrals so that joint working can ensure that arrangements can be made and monitored effectively to sustain tenancies

6. Develop and maintain the single point of responsibility for all customers on the patch. 

7. Work proactively with colleagues, customers and stakeholders to ensure that services are delivered in line with the values promoted by WBC

8. To work with colleagues across WBC departments

9. Work proactively across WBC to undertake resident consultation and community development initiatives to deliver and improve services.

10. Undertake regular estate inspections to ensure that communal areas and individual units are safe and secure ensuring compliance with fire regulations and other Health & Safety requirements.

11. Encourage resident involvement and other stakeholders in estate inspections and when considering estate improvements.

12. Action all matters in relation to lease/ tenancy conditions, breaches and enforcement and respond accordingly.  

13. Assist with the management of Leasehold and PSL properties. 

14. Provide patch information as required.

15. Manage low level ASB cases and work in conjunction with Tenancy Enforcement on high level cases and potential tenancy fraud cases.

16. Keep a strong focus on customer service balancing the enforcement with fairness and a positive experience.

17. Report Communal repairs as an outcome of estate inspections.

18. Assist with monitoring of the works of contractors to maintain and improve on Service delivery.

19. Create strong relationships with partners and agencies which will help our customers to sustain their tenancies.

20. Work closely with local authority partners especially housing options and homelessness teams to ensure our customers’ needs are met.

21. Continuously consider how the process and service could be improved.

22. Ensure that our systems support our processes and suggest ways to make things better.

23. Promote digital communication with our customers so that they continue to use those channels when they take up their tenancy

24. Ensure that the Equality and Diversity Policy is reflected in behaviour towards colleagues and customers.

25. Health and safety.	

26. Take care of your own safety and that of others who may be affected by what you do (or do not do). This includes the way you use tools and any PPE worn.

27. Co-operate with WBC’s Health and Safety team and do not interfere with or misuse anything provided for your health, safety or welfare.

28. Carry out assigned tasks and duties in a safe manner, in accordance with instructions, and to comply with safety rules / procedures, regulations and codes of practice.

29. Follow the training you have received.

30. Always use safe equipment and use any PPE as instructed.

31. Report anything that you believe to be dangerous or unsafe practice or condition to your manager.

32. Immediately report any accident, incident or near miss to your line manager




PERSON SPECIFICATION

Job Title: Housing Manager

	  Criteria
	 Standard
	E/D
	Measure

		Education & 	training
	· Good general standard of education to GCSE level
· Must be literate and numerate
· Willing to work towards a job specific work-based qualification upon successful completion of probationary period (if relevant)
· Knowledge of social housing
	E

E
D


D
	App/Int








		Experience
	· Experience in working in a similar environment
· Knowledge of social housing matters
· Experience of customer service
· Experience in dealing with the public in challenging situations
	D

E

E

D
	App/Int


		Special Skills
	· Able to converse at ease with customers and provide advice in accurate spoken English 
· Excellent communication (verbal & written) and interpersonal skills
· Well-developed team working & customer orientated environment
· Proficient IT skills (word and excel)
· Able to maintain accurate and up to date record
· Able to organise own workload
· Used to working with systems such as Capita & Open Housing
	E


E

E

E

E
E

D


	App/Int


		Motivation
	· Positive attitude to public service
· Self-motivated
· Willingness to learn and take on new tasks
	E
E
E
	Int

		Personality
	· Adaptable to change
· Ability to work on own initiative and cope with frequent interruptions in a busy office environment
· Team player
· Resilient under pressure
	D

E

E
E
	Int

		Special 	Requirements
	· Candidates must have a flexible approach with regard to duties undertaken
· Empathy to understand tenant’s issues
	E



E
	Int


Key:
E = Essential, D = Desirable, A = Application Form, I = Interview
Candidate Screening:
Rehabilitation of Offenders Act 1974 does apply
Disclosure and Barring Service check: Basic
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Woking Borough Council Role Map

Job Title: Housing Manager

Team: Housing Services
 
Function: Resident Services

	Behaviours
	Level required

	Shaping our Future
	2

	Leading our People
	1

	Delivering for our Customers
	2

	Making Change Happen
	2

	Team and Partnership Working
	1

	Communicating Openly
	2

	Performance Management
	1





Please refer to the Council’s Behavioral Framework for examples and indicators of the expected behavior required at each level (this will be attached as a document to each job advert).
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