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Job Description: Housing Operations Support Officer – Aids & Adaptations 



Waverley is an ambitious authority, committed to being one of the leading Councils in the country at a time of major change by developing a high performing, highly engaged staff team to share the organisation’s values and deliver our corporate objectives.

	Job Description

	Job title:

	Housing Operations Support Officer – Aids & Adaptations 


	Service:
	Housing Operations 


	Team:
	Property Services 


	Location:
	The Burys, Godalming, Surrey, GU7 1HR


	Reporting to:
	Housing Operations Support Manager


	Responsible for:
	NA


	Our Organisational Values 

	Collaboration
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	We know, work with and support one another. We collaborate with residents, businesses and partners and realise the potential of the Guildford and Waverley Collaboration. We empower ourselves and others.
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	We look after our own and other’s wellbeing. We know it’s okay to talk to each other about anything we are struggling with. We stay resilient and raise any concerns we have.



	Trusted
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	We abide by the Nolan Principles of Public Life: Selflessness, Integrity, Objectivity, Accountability, Openness, Honesty, and Leadership.



	Value for Money
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	We spend public money wisely and carefully. We understand and follow our governance processes and raise any concerns with the right person. We celebrate successes and learn from mistakes.



	
Professionalism
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	We provide professional advice and excellent service, we know our local areas and understand the communities we serve.  We listen to all concerns and ideas. We benchmark our performance and always strive to improve.


	
Principal purpose of the role

	
To manage the delivery of the Aids & Adaptations program in residents’ homes, in collaboration with the Planned Works Surveyor - Aids & Adaptations, (Aids & Adaptations Surveyor) in all aspects of tenant and contractor engagement, delivering an excellent service that supports residents to access accommodation that sustains their independence, privacy & dignity. 

To manage and deliver all Minor Aids & Adaptions works on behalf of tenants, from conducting the initial assessment to successful delivery of the works. 
To be the main point of contact for residents during invasive Major works, working in partnership with the A&A Surveyor, all stakeholders, external agencies, consultants and contractors, ensuring the needs of the residents are met.
To work in close partnership with Housing Management, colleagues and external statutory agencies including Occupational Therapists, Social Care and Health Services to ensure a creative and coordinated delivery of high-quality, timely and cost-effective work.
To obtain Trusted Assessor accreditation – “Assessing and Adapting The Home” (Level 4) to provide accurate assessments for the provision of Minor Works adaptions to tenant’s homes.
Equality and Diversity – Actively promote the Council’s Equality and Diversity policy in all aspects of your duties. Ensuring that all services and communications provided reflect the policy and addressing any equality or diversity concerns raised.


	Main duties and accountabilities

	Operational 

· To manage all Aids & Adaptations cases from outset to successful delivery:
· To manage all incoming communications for A&A requests, including initial gathering of personal and sensitive information concerning physical and mental health, mobility, and day to day functionality of tenants, to provide an accurate assessment of risk whilst categorising severity of need to prioritise each case, understanding that no two cases are the same.
· To be responsible for, and deliver all Minor Works Adaptations from initial assessment, raising works orders, post inspection and reviewing all contractor payment claims, whilst ensuring tenant satisfaction and delivery of works to the highest levels of health and safety standards. Ensuring that delivery has provided a satisfactory solution to the tenants’ needs. 
· Following initial assessment, to make referrals to Surrey County Council, either Adult or Children’s Social Services. To lead on periodic case review meetings with the Adult or Paediatric Occupational Therapists to exchange information and updates on open cases. 
· To prepare assessments in advance of feasibility surveys for Major Adaptations. To work collaboratively with the Aids & Adaptations Surveyor in all aspects of case management from outset to successful delivery. To continuously review and update cases collaboratively to ensure alignment with optimal service delivery.
· To lead and manage periodic meetings with Housing Management and Homechoice to discuss complex Aids & Adaptations cases to ensure the needs of our residents are fully met whilst Housing Policy is adhered to.  
· To lead and manage periodic Panel Review Meetings with Senior Managers as necessary: All Major Adaptation cases (where work over £15,000 have been proposed) will be evaluated through an Options Appraisal by the Panel.
· Working as first point of contact and liaison with all stakeholders on all Major Adaptations cases, deputising for the Aids & Adaptation Surveyor where necessary; partnering agencies, contractors and resident support officers to ensure that the needs of our residents are met.
· Ensure that all Aids and Adaptations case records are current and up to date, sensitive information is handled in an appropriate manner and ensuring that the specific needs of our vulnerable tenants are represented and considered whilst continuously ensuring adherence to with Data protection and GDPR requirements. 
· To brief and manage external consultants to provide proposals and estimates for required works outside of WBC’s contracted suppliers. 
· Assist the Aids & Adaptations Surveyor in the preparation of projects for tender, providing support to ensure that planning applications are submitted, building control inspectors are engaged and that any supporting documentation is available. 
· To provide Major Works updates and stock information to central Asset Management Systems and compliance Software where applicable.
· Develop and implement a resident communication strategy specific to Aids & Adaptations, ensuring timely information, also tenant feedback throughout their adaptation journey.
· Develop and implement a case management system specific to Aids & Adaptions.
· Responsible for the delivery of high quality, effective communication and service provision in support of the Property Services Team within Housing Operations. [Primary Focus: Responsive Repairs, Planned Works, Compliance & Aids & Adaptations.]  
· To carry out any other duties in accordance with this role profile. The key tasks listed above are only an indication of the main tasks required to be performed. It is not an exhaustive list of duties and responsibilities and may be subject to amendment to take account of additional Housing Operations Support functions. 

Financial 
· Raise and issue supplier works orders and purchase orders. 
· Check supplier invoices for accuracy within financial management systems. 
· The Council provides aids and adaptations to its own homes, using the Housing Revenue budget. This is a budget set annually. Ensure all expenditures align with the annual budget and are within allocated limits. Monitor and report on budget usage monthly.
· Due to the demand and costs of aid and adaptations, the Council must ensure that the finite budget is distributed fairly and spent in a way that maximises the number of tenants helped each year. Monitor spending quarterly, ensuring that a high percentage of the budget is allocated effectively to support tenants, with a report on outcomes.

Customer Service 
· Corporate - Deliver excellent service to customers in line with published service standards. 
· Safeguarding – Adhere to effective safeguarding practices for vulnerable adults and children in accordance with the Councils policies, guidance and protocol. 
· Data Protection - Ensure that the principle of confidentiality and the requirement of the Data Protection Act are fully applied to the work of your service area. 
· Information Sharing - Work in line with the relevant protocols and service level agreements to enable the effective sharing of information between agencies
· Review customer feedback and engage with continual service improvement initiatives
· Work in conjunction with the Service Improvement with regards complaints, ensuring these are fully investigates, remedies sought, and lesson learn to improve the servic
 
Training and Development
· Identify and undertake training and development opportunities as required to ensure the available skills are in place to meet the business objectives, and to enable the achievement of potential. Set a goal to complete at least two relevant training programs per year and assess progress in skill development every six months




Teamwork and Communication
· Support collaborative and cross functional working, sharing resources across Property Services and the wider Housing Service to meet operational and service plan objectives. Participate in at least one cross-functional project per quarter, ensuring alignment with service goals and achieving completion of shared objectives 
· Work in partnership with contractors, Members and officers from Property Services and Housing to ensure a holistic approach to service delivery. Participate in monthly coordination meetings, ensuring alignment of goals.
· Working alongside the Aids & Adaptations Surveyor contributing to resident consultation processes in respect of works to be undertaken. Ensure that all residents are consulted prior to work commencement and aim for a high satisfaction rate with the consultation process. 
Support the Aids & adaptations Surveyor in their work with tenants who are undergoing adaptation works in their homes; dealing with the needs of residents with patience and sensitivity; explaining technical plans and specifications to a non-technical audience. Ensure clear communication of technical plans to non-technical residents.

Service Development and Improvement
· When required contribute to complaints investigations in line with Council policy and to enable learnings to be embedded to aid continuous improvement. Aim to participate in all relevant investigations within specified timelines and contribute actionable insights to improve service delivery.

Health and Safety 
· General – Comply with all Health and Safety legislation for your area of work, ensuring that plans are prepared and adhered to, risks are identified, mitigation developed and that these are managed and monitored as required. Achieve 100% compliance with Health and Safety standards 
· Asbestos – understand the Control of Asbestos Regulations 2012; ensure that the Council’s asbestos policies and procedures are adhered too. Complete annual asbestos training and conduct quarterly reviews of compliance, achieving 100% adherence to safety protocols.

Business Continuity 
· Play a pivotal role in business continuity planning and should the need arise assist in ensuring business recovery of key service provision in a 24-hour window. Ensure readiness by conducting quarterly business continuity reviews and simulations, with a goal of 100% recovery success in any emergency. 


	

Dimensions of the role

	Number of Minor Adaptations requests received: c. 200+ per annum.                     
Number of Major Adaptations received: c.100+ per annum.             
Annual budget: £500,000 major Adaptation + £40,000 Minor Adaptation per annum


	
Areas of Accountability/Problem Solving – Decision Making / Scope for Impact

	Support the Aids & Adaptations Surveyor in managing under preforming contracts and contribute in developing action plans
Preparing evidential cases for escalation  
Track budget allocations and expenditures for adaptation projects
Identify and coordinate potential funding sources
Implement continuous improvement processes
Participate in sector-specific conferences and workshops 
Monitor progress of adaptation projects from assessment to completion
Verify client eligibility for various adaptations 
Contributing information to resolve complaints and resident and Member enquiries

	Planning/Organising/Controlling

	· Chairing weekly and monthly operational contract meetings to review service delivery and ensure that works are on target in terms of time, quality and value for money
· Contributing to strategic contract meetings, supporting the Aids & adaptations Surveyor with the provision of management information and key performance indicators
Issuing work orders, allocation of appointments and relevant inspections visits 
Production of job orders dispatched to relevant contractor. 
Checking invoices for accuracy and processing within Orchard to agreed timescales. 
Processing invoice payments through accounting system Agresso to ensure prompt payment 
Batching, indexing and storage of documents within Civica 
Recording and reporting of complaints received to relevant parties to agreed timescales. 

	Customers and Contacts

	Internal
All staff and Members within the Council
External
Tenants, tenant representative groups, contractors, Adult and Children’s Social Services, suppliers, utility suppliers and other supporting agencies.

	Service/Team Structure

	



PERSON SPECIFICATION

Candidates must be able to demonstrate, giving examples, all essential criteria marked as A, A/C or A/I within their application form to be shortlisted for this role.

	
	Person Specification
	

	
	Essential criteria
	How Assessed
	Desirable criteria
	How Assessed

	Qualifications/ Education / Training / Experience

	Educated to A’Level standard or experience of working within social housing

	A/C
	
	A/C

	
	Willing to undertake Level 4 Trusted Assessor – Assessing for Minor Adaptations in the home
	A/I



	 
	A/I



	
	Well-developed IT skills including intermediate level knowledge of Microsoft Office

	A
	
	A/I

	Knowledge /Technical Skills

	Working knowledge of repair, maintenance, refurbishment and improvement works
	A/I
	Experience of contract procurement within public sector
	A/I

	
	
Experience of working with customers via telephone, email, letter or face to face with a fast paced and dynamic customer centric environment. 

Well developed IT skills with knowledge of Microsoft Office to intermediate Level with the ability to manage large quantities of data.

Understanding of safeguarding practices and requirements 

	
	Awareness of Safeguarding
	A/I

	
	
	
	
	A/I

	
	


	
	Knowledge of central governments Decent Homes objectives and criteria
	A/I

	Communication

	Ability to communicate clearly and effectively ensuring that complex technical information is understood by a non-technical audience
	A/I
	
	

	
	Ability to produce accurate and detailed written reports 
	A/I
	
	

	
	Demonstrate effective contract administration, dealing with challenging situations and negotiate changes to improve service delivery 
	A/I
	
	

	
	Accurate spoken English is essential for the post
	I
	
	

	Customer Service

	Understanding of and commitment to promoting equality and diversity in service delivery and employment.

Ability to choose the most effective communication method dependent on the situation and individual requirements 

Demonstrate experience of using active listening skills. 

Demonstrate experience of actively ensuring stakeholders are kept informed to manage expectations 

Ability to communicate and provide advice in accurate spoken English 

	I
	
	

	Team Working


	Ability to work collaboratively building relationships both internal and external stakeholders 
	A/I
	Display strong influencing skills
	A/I

	Managing self and others

	Display the ability to manage oneself, to prioritise workloads in order to achieve personal and service level targets and objectives 
	A/I
	
	

	Can do approach / Achieving results

	Ability to take personal responsibility and ownership for decisions, actions and consequences
	A/I
	Display ability to constructively challenge practices to achieve performance improvement 

	

	
	Demonstrate the ability to learn learns from experiences to facilitate service improvement 
	A/I
	
	

	
ADDITIONAL SPECIFIC REQUIREMENTS FOR THIS POST


	For business continuity purposes you are required to have access to the internet at home via broadband on a PC, laptop or tablet.
	A
	
	



How assessed
A =	Application CV/Personal Statement
C = 	Certificates/professional Registration
D =	DBS police check
E =	Exercise
I =	Interview
M =	Medical assessment

	
For Official Use only

	Job title:
	Housing Operations Support Officer – Aids & Adaptations 
	Post no:
	

	Service:
	Housing Operations
	JE score:
	252

	Team:
	Property Service Team
	Pay band:
	8

	Location:
	The Burys
Godalming, 
Surrey GU7 1HR
	Position type:
(if part time, working pattern)
	Full time
37 Hours/ Five-day week


	Competencies:
(level 1 – 4)
	Communication:
	2
	

	
	Customer Service:
	3
	

	
	Team Working:
	2
	

	
	Managing Self and Others:
	2
	

	
	Can do approach/Results
	2
	



	Reviewed By:
	Housing Operations Support Manager
	Date:
	23/01/2025

	Checked in:
	Human Resources
	Date:
	10/04/2025

	Last Updated:
	23/01/2025 
	Date:
	




Executive Head of Housing


Housing Operations Support Manager


Housing Operations Support officer                                        Aids & Adaptaions


Housing Operations Manager


In support of the Aids & Adaptations Surveyor
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