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Job Description

	1. POST DETAILS

	Service Area: Housing and Neighbourhood Services
                      
	

	Division: Housing 
	

	Post Number: E0073B
	

	Working Hours: 37
	

	Grade: 9/10
	

	Work Base: Civic Offices

Agile/fixed/mobile: Agile 

	

	Prepared/Agreed by: Daniel Lloyd
	

	Date: 06/01/2025
	



	2. ORGANISATIONAL RELATIONSHIPS

	Reports to: Senior Area Housing Manager
	

	Deputising Responsibility: N/A
	

	Directly Supervises: N/A
	

	Indirectly Supervises: N/A 
	



	3. JOB AIM AND PURPOSE (What is the job trying to do?)

	To proactively manage a dedicated area of approximately 750 Council properties, including general needs, Independent Retirement Living (IRL) and leasehold properties. Responsible for the delivery of tenancy and leasehold management services to Runnymede residents. Working within the Tenancy Services Team to deliver a high standard of customer service while ensuring rent arrears are low and tenancy enforcement action is pursued where necessary.



	4. MAIN OBJECTIVES  

· Address rent arrears proactively, ensuring legal action is considered as a last resort.


	· Address tenancy and estate issues in the allocated management area.

· Make referrals to the Anti-Social Behaviour Officer’s and the Tenant Support Officer for effective issue management.

· Liaise closely with the Area Housing Maintenance Surveyor and the caretaking team to manage estate issues.

· Focus on the management of rent arrears and meet associated performance targets.




	5. MAIN DUTIES AND RESPONSILBITIES OF THE POST


	1) Conduct new tenant visits for various tenancy types, including introductory, secure, and flexible tenancies. Ensuring that visits are completed within the required timeframes.

2) Make recommendations regarding tenancy suitability, terminations, and liaise with Housing Solutions.

3) Address tenant enquiries relating to all aspects of their tenancy. 

4) Prepare witness statements and attend court where required in line with direction from the Senior Area Housing Manager in relation to breaches of tenancy.

5) Make referrals and liaise with Tenant Support Officer to assist with tenancy sustainment.

6) Provide advice and apply policy and procedures regarding succession, non-succession and transfer of tenancy.

7) Complete flexible tenancy reviews and pursue possession action where necessary.

8) Process Right to Buy applications within legislative timescales, including organising initial interviews, undertaking basic fraud checks, inspecting properties for tenant improvements, organising valuations, calculating discounts and anything additional which may be required as part of the process.

9) Processing and managing Mutual Exchange Applications from start to finish. 

10) Undertake signups for new tenancies, inclusive of completing the tenancy agreement and other required paperwork.

11) Proactively manage rent accounts which are in debt by following the relevant arrears action protocol / policy and procedure.

12) Ensure that support is offered to tenants to prevent rent debt, to include applications for discretionary housing payments and any other professional referrals.

13) Undertake any other duties in relation to income management as directed by the Senior Area Housing Manager

14) Handle arrears cases up to £1,500 and prepare for possession proceedings if necessary.

15) Undertake any other duties in relation to income management as directed by the Senior Area Housing Manager

16) Conduct quarterly estate inspections, involving tenants when possible and consulting tenants on estate improvement projects.

17) Propose estate improvement projects which benefit the local community.

18) Address estate issues such as abandoned vehicles and overgrown gardens.

19) Monitor cleaning and maintenance of communal areas, taking appropriate action to resolve any fire risks in such areas.

20) Respond to enquiries and complaints from residents concerning estate issues.

21) Undertake any other duties in relation to the management of estates as directed by the Senior Area Housing Manager.

22) Respond to leaseholder enquiries, address covenant breaches, and collaborate on maintenance and improvement works when required.

23) Resolve any other leasehold-related issues as directed.

24) Participate in a duty rota system and support team members for two person visits.

25) Ensure excellent customer service.

26) Participate in projects as directed by the Senior Area Housing Manager.

27) Ensure that tenant referrals are made to the relevant authorities when safeguarding issues are identified, following all necessary legal and procedural guidelines.

28) Identify safeguarding and domestic abuse cases, making relevant referrals and maintain confidentiality, sensitivity and professionalism, ensuring that the welfare of tenants remains the top priority.

29) To support the response of the Council in the event of a borough emergency.

30) To be familiar with and comply with corporate and local Safeguarding policies and procedures.



	General
The above is a record of the main duties and responsibilities of this post at a given date. The job may naturally change to meet the requirements of the service. If the changes are more significant your manager will discuss this with you.



The delivery of this job description should be read in conjunction with the council’s competency framework. 
Person Specification
Please indicate whether the criteria are assessed against the application form, interview or assessment by using the letter indicated in the columns to the right.

	
	
Method of Assessment

	
	Essential (E) or Desirable (D)
	Application Form (AF)
	Interview (I)/ Assessment (A)

	Knowledge

	
	
	

	Understanding of housing legislation, including tenancy types (secure, introductory, flexible, non-secure), eviction procedures, rent recovery, and tenant rights

Knowledge of tenancy agreements, leasehold arrangements, succession rights, and the Right to Buy process.
	E




D

	






	









	Knowledge of how to identify safeguarding concerns (e.g., abuse, neglect, exploitation) and the referral process to relevant authorities or services.
	
E
	


	


	
Knowledge of rent recovery procedures, including legal frameworks surrounding eviction and possession proceedings

Familiarity with welfare reforms, such as Universal Credit, and how these affect tenants’ financial situations.

	
E



D



	






	







	Skills and Experience
	
	
	

	
Experience of working in a housing environment including estate management and income collection

Experience of addressing issues relating to transfer of tenancy and succession

	
E


D
	





	






	Experience of investigating and managing tenancy breaches

Experience of visiting tenants in their own home, lone working and dealing with difficult situations

Proficiency with IT systems and housing management (e.g. rent collection, case management, record-keeping).

Ability to deliver excellent customer service, addressing tenants’ queries and concerns with professionalism and sensitivity.


Ability to communicate clearly, verbally and in writing

Experience in managing a complex and varied caseload within a housing role

Ability to work under pressure and meet deadlines
	E


E


E



E



E


E


	










	





















	
	
	

	

	Training and Qualifications

	
	
	

	5 + A-C GCSEs
(or equivalent)

CIH Level 3 or higher or equivalent qualification
	D


D
	



	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	Other Requirements

Able to visit tenants in all types of property, including climbing stairs

Able to undertake occasional visits and meetings outside of office hours

Full driving licence with access to a vehicle


	

E


E


E
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