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Job description
	Post number:
	31169/31457

	Service Unit:
	Neighbourhood & Housing Management Services

	Job title:
	Specialist Neighbourhood Housing (Estates)

	Grade:
	Band 5

	Responsible to:
	Team Leader, Estates & Income Management

	Responsible for:
	N/A

	Date last reviewed:
	Oct 2024

	This post plays an important part in the Council’s intention to provide a high-quality service to its customers. This is a ‘front-line’ post dealing at times with sensitive issues within a pressurised environment. The post holder will be responsible for the management of a defined area within the Councils stock.

The role will provide a vital link to other service units enabling the Council to deliver a comprehensive housing management service, helping to create attractive, safe and sustainable neighbourhoods where people want to live.

	Main duties  
1. Proactively manage a defined area or neighbourhood within the Council’s housing stock.  The Specialist Officer will:
a. deliver a high standard of neighbourhood management services for service users, achieving value for money for services, high levels of customer satisfaction, by working closely with other teams and services

b. actively encourage and undertake resident consultation and community development initiatives to ensure the delivery of customer focused services for local residents.
c. actively contribute to the achievement of Council’s Business Plan and service performance objectives and targets 

d. undertake office interviews and home visits where necessary

e. take a proactive approach when working across estates and neighbourhoods by adopting mobile working with the use of appropriate IT and communication systems.   

f. work in partnership with other teams, sections and services across the Council (eg, Repairs, Income Collection, Rehousing, Family support etc), sharing information as appropriate and implementing agreed actions to meet customers needs or improve services. 
g. Consult with Tenancy Sustainment Officer and appropriate agencies to help sustain tenancies and ensure the well-being of tenants, and the proper management of the Council’s housing stock.
2. Advise tenants of their rights and responsibilities under their tenancy, providing any advice and assistance as may be appropriate under the Housing Act 1985, Housing Act 1996, Localism Act 2011 and other legislation.

3. Enforce tenancy conditions, with regard to estate management, and provide evidence to support any legal action if necessary, including acting as the Council’s witness in court proceedings.


4. Respond promptly and effectively to neighbour nuisance and anti-social behaviour complaints within the Council’s policy and procedures and in line with the Consumer Standards set by the regulator, working with the necessary residents, partner agencies and external organisations to end anti-social behaviour and promote safe and sustainable neighbourhoods.


5. Deal with and respond to complaints about services, and against the Council, regarding housing matters, taking ownership of the problem and see it through to a satisfactory conclusion.

6. Act as authorised officer under relevant legislation to make arrangements to secure access to tenant’s homes for the purposes of gas safety checks or other relevant health and safety reasons.
7. Carry out regular tenancy reviews of introductory and flexible tenancies and serve relevant notices to extend or end such tenancies.
8. To comply with the Council’s statutory duty to safeguard and promote the welfare of children, young people and vulnerable adults, ensuring you are alert to safeguarding issues and raising concerns appropriately in accordance with our policies and procedures together with those agreed on a multi-agency basis.  
9. Working with partner agencies to support vulnerable tenants and households, this includes:

a. Identify individuals and families considered to be vulnerable, sign posting or referring them to other agencies to secure appropriate support.
b. be the ‘lead professional’ when appropriate in connection with the family support programme or other families in need.
c. To assist in tenants affected by domestic abuse and support the work of the Domestic Abuse Multi –Agency Risk Assessment Conferences (MARAC) as necessary including attending meetings, providing reports, implementing any agreed actions as required.
10. To support the Council’s new build programme; attending planning and consultation meetings in respect to proposed new developments, handover of new properties, participating in launches or openings of new housing developments with the view of building PR and promoting communities. 
11. To take a robust approach to tenancy fraud, and other types of fraud.  This includes:
a. supporting the implementation of local initiatives to tackle tenancy fraud and raise public awareness.
b. undertaking periodic tenancy audits and other checks to verify information about occupants of council properties, using internal and external sources of data including credit reference agencies. 

c. bringing suspected fraud to the attention of the relevant manager

d. liaising with other service units or sections for example, housing benefits, council tax, rehousing, income collections, internal audit and legal

e. working with other agencies in the detection of fraud

f. Gathering and giving evidence in court.

12. Carry out visits to tenants who have requested the Right to Buy their property and report back to Legal Services as necessary.


13. Liaise with Legal Services in dealing with requests to carry out improvements and alterations to leasehold (including equity share) properties and any sale of land.


14. Attend meetings with councillors, partner agencies, tenants, leaseholders, or the public as and when required.  Meetings may be held outside of normal working hours.


15. Liaise with the Community Development team to support increased resident involvement and carry out estate walkabouts as and when required. 

16. Provide appropriate cover for the office, where necessary, when other members of the team are absent on leave or through sickness. 


17. Assist in the monitoring of staff safety and well-being whilst colleagues are working out of the office, e.g. checking in and out. 

18. Carry out general administration, preparing letters, reports, statistics, completing returns, and updating records in a timely and accurate manner. 
19. Comply with the Consumer Standards set by the regulator, and standards of performance and customer service expected by the Council, working in partnership with our customers to achieve continuous improvement.
20. During the course of your employment, you will be required to maintain a record of all your training and development undertaken.  All employees will be given encouragement from their manager/supervisor to develop their skills and knowledge to the benefit of themselves and the Council.

21. Carry out any other duties that are consistent with the nature of the job as may be requested by management.


	This job description reflects the core activities of the post.  As the service and the post-holder develop, there will inevitably be some changes to the duties for which the post is responsible, and possibly to the emphasis of the post itself.  We expect that the post-holder will recognise this and will adopt a flexible approach to work.  This could include undertaking relevant training where necessary. The line manager will consult the post-holder if significant changes to the job description become necessary.  Any changes will be reflected in a revised job description.


Person specification
	This section describes the knowledge, experience and competence required by the post-holder that is necessary for an acceptable standard of performance in carrying out this role.

	
	Assessment method
(A, I, T or P)*
	Essential/
desirable



	Qualifications
	
	

	5 GCSE at grades A*-C or equivalent, including English Language and Mathematics
	A
	E

	A higher education qualification or degree or equivalent
	A
	D

	The Chartered Institute of Housing Professional Qualification or other appropriate professional qualification 
	A
	D

	Knowledge and experience
	
	

	Experience of working within a face-to-face customer service environment within a public sector or voluntary sector
	A/I
	E

	Experience of multi-agency working with public, voluntary and private sector agencies
	A/I
	E

	Experience of working in social housing for a local authority or housing association
	A/I
	E

	Experience of case building and the management of cases, statement writing and presenting and attending meetings 
	A/I
	E

	Experience in managing Leaseholder enquires and/or shared ownership properties and Section 20 Consultation
	A/I
	D

	Awareness and understanding of:
	
	

	Complex and multiple needs of individuals, families and situations
	A/I
	E

	An understanding of special needs in relation to housing for example, mental health, drug and alcohol, learning disabilities, physical and sensory disabilities, frail and elderly, child protection, domestic violence, HIV, rough sleeping and single homeless.
	A/I
	E

	The importance of using a partnership approach in addressing and resolving issues, especially where there are issues of vulnerability
	A/I
	E

	Legislation around safeguarding, equality and diversity, health and safety and confidentiality
	A/I
	E

	Knowledge or awareness of housing and social welfare legislation and its practical application in housing management: This includes

· Housing Act 1985

· Housing Act 1988

· Housing Act 1996
· Data Protection Act 1998

· Humans Rights Act 1998

· Leasehold Reform Act 2002

· Localism Act 2011

Other relevant legislation
	A/I
	D

	Knowledge of welfare benefits including Housing Benefit. 
	A/I 
	D

	Awareness of current best housing practice issues and initiatives.
	A/I
	D

	Skills
	
	

	Excellent written and verbal communication skills
	A/I
	E

	Ability to engage with multi agency partners and voluntary sectors and community services building professional trust
	A/I
	E

	Ability to chair meetings where necessary i.e. Resident Meetings; case conferences and Panel Meetings
	A/I
	E

	Ability to work on their own initiative, prioritise workload and meet deadlines
	A/I
	E

	Ability to manage complex and challenging situations
	A/I
	E

	Good organisational skills
	A/I
	E

	Able to work as part of a team in the new environment of Agile working 
	I
	E

	Able to deal firmly but sympathetically with customers in a non-judgmental manner 
	A/I
	E

	Adaptable and willingness to embrace change 
	I
	E

	Special requirements (e.g. working hours, driving licence etc)
	
	

	A willingness to work outside of normal hours including weekends if necessary 
	A/I
	E

	Able to travel to other locations within and outside the borough to attend meetings, training and home visits
	A/I
	E

	Use of own transport
	A/I
	E

	A Basic Disclosure Scotland check 
	A
	E

	Behavioural competencies 
This section details the level of competency required to carry out this role (please see below for an overview of the framework and refer to the full Organisational Culture Framework  for clarification where needed).
	Level

	Embraces change
	2

	Innovation and creative thinking
	2

	Effective communication
	2

	Customer focus
	2

	Problem solving and decision making
	2

	Focus on efficiency
	2

	Performance and learning
	2

	Team working
	2

	Builds relationships
	2

	Commitment to the organisation
	2

	Please note that the criteria specified on this form will be used as guidance when short-listing all applications and again at interview.  Please ensure you provide evidence within your application giving examples, where appropriate, as to how you meet the specified requirement for the job.

*Assessment criteria  A = Application form; I = Interview; T = Skills based test; P = Presentation


	Mission
	A forward looking, efficiently run Council, working in partnership with others and 
providing first class services that give the community value for money

	Cluster
	Transformation
Forward looking.  The focus on our ability to respond to ever changing needs of our customers and bring about new ideas to ensure value for money.
	Delivering excellence
Efficiently run.  The focus on the values and behaviours (in addition to internal systems) that ensures efficiency and effectiveness at every level across the Council.
	Our people
To ensure that individuals at all levels of the organisation are supported, committed and engaged in the pursuit of our mission and work in a collaborative manner to fulfil our objectives.

	Values
	Challenge ourselves 
We strive to improve what we do by seeking out new ways of working, encouraging innovation and enabling change.
	Customer care
 We put the customer at the heart of what we do by engaging in clear, honest, and meaningful communications to deliver professional services shaped around their needs.
	Quality focus
With customer insight, we provide high-quality services and find ways to improve.  We aim to get things right first time, drive out waste and exceed expectations whenever possible.
	Organisational learning
We strive to create a work environment where everyone is valued, trusted, and supported.  We encourage and facilitate growth and learning at individual, team, and organisational levels.
	One Council
We work together collaboratively, recognising that we are one organisation, working to achieve a common mission.



	Behavioural competencies
	Embraces change
Has a positive attitude to change, adapts to meet new challenges,  and introduces changes to improve organisational performance.
	Innovation and creative thinking
Proactively generates and develops innovative ideas, opportunities or improvements in order to meet organisational objectives more efficiently and effectively.
	Customer focus
Puts the customer first, builds effective relationships and seeks feedback to address their needs.
	Problem solving and decision making
Understands and analyses issues in order to identify the most appropriate solutions.  Makes effective decisions based on thorough analysis and the needs of the organisation.
	Performance and learning
Demonstrates personal commitment to meet agreed performance standards and objectives.  Learns from experience and takes responsibility for identifying and addressing personal development needs.
	Team working
Proactively cooperates and interacts with colleagues, internal and external partners across the Council.  Encourages others to develop a collaborative approach to share information, knowledge, and ideas.  

	
	Effective communication
Communicates effectively.  Uses communication methods and standards, together with well-reasoned arguments to convince and persuade where necessary.
	Focus on efficiency
Meets or exceeds the Council’s standards by monitoring the quality of own work, team or service delivery.  Continually looks for areas of improvement to ensure efficiency, effectiveness, and value for money.
	Builds relationships
Presents a professional image; uses interpersonal skills to form positive and productive working relationships within and beyond the organisation.
	Commitment to the organisation
Consistently supports and demonstrates an understanding of and commitment to the Council’s vision and values.  Acts with integrity and accountability.  



