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Job Description

Job Title:		Housing Team Leader 		

Pay Grade:		W5	

Directorate:		Communities	

Team:			Resident Services	

Reporting to:	Resident Services Manager	

Budgetary Responsibilities:

Job Purpose:

To provide a comprehensive housing service across the Resident Services area.  

You will be responsible for leading, managing and coordinating a team of Housing Officers to provide a high quality, customer focused Housing Management service in line with our service standards and values. You will lead by setting a good example and engage the team to achieve goals.  



Main Tasks:

1.	Lead and manage the housing management team, comprising of 4 Housing Officers, 1 Temporary Accommodation Officer and 1 ASB Officer. This may involve completing day to day tenancy case work if required. 
 
2.	To promote tenancy sustainment in a pro-active manner across the teams. 	 
 
3.	Lead on complex tenancy matters, advising the team & dealing with exceptionally difficult cases. Make key decisions around tenancy requests that require Manager approval.  
 
4.	Provide timely, accurate and proactive responses to MP and Councillor enquiries. 
 
5.	Lead on complex cases which require legal possession action advising the team and adhering to Ministry of Justice pre action protocols and communicating with the Legal Team as required.  
 
6.	Attend Court as necessary.  
 
7.	Ensure compliance with policies, procedures and ensure legislative requirements are followed to deliver an effective housing management service. 
 
8.	To work with the Resident Services Manager & Head of Systems & Performance to ensure all services are delivered in a way that is customer focussed, efficient and meets contractual targets and requirements.  
 
9.	To ensure all objectives are met and where issues and concerns are identified, take early action to prevent financial penalties. 	 
 
10.	To champion resident engagement and involvement across the teams	 
11.	Investigate insurance claims. 
 
12.	Ensure that a professional, pro-active, and friendly service is provided to all residents by yourself and your team. 	 
 
13.	Maximise good publicity. 
 
14.	Act as an ambassador for and maintain close working relationships with key resident groups, client, local councillors, and MP’s. 



People Management:

· Complete regular 121’s and set objectives for the team.
· Deliver high team performance on KPI’s and objectives.
· Source and provide training for Housing Teams to enable them to deal with Customer enquiries effectively and provide regular updates on changes to law or legislation.
· Develop a supportive approach to staff to enable them to respond to problematic and complex cases. Address personal development needs in regular performance and objective reviews.  

Service Management:

· Monitor grounds maintenance and cleaning contracts, ensuring it generates high resident satisfaction.
· Attend regular WBC meetings, some of these may be out of hours.
· Be available on the out of hours rota to deal with complex emergencies.
· Be responsible for stage one complaints relating to Housing issues. Maximise customer satisfaction and minimise complaints through the provision of a right first-time service.

Financial Responsibility: N/A


Other Responsibilities:

· To undertake other duties which may arise or as may be delegated from time to time, commensurate with the skills required for this post.



Person Specification
Key:
E = Essential, D = Desirable, 
A = Application Form, I = Interview, P = Presentation

Please list as required.

	 Criteria
	 Standard

	E/D
	Measure

	Education & training
	· Good general standard of education to GCSE level – 5 GCSE’s 
 
· CIH or an equivalent other recognised housing qualification 
 
· Extensive knowledge of social housing legislation 
 
	


E 
 
 

D
 
 
E
	


A 

	Experience
	· Demonstrable knowledge and experience of working in a housing organisation 
· Experience of working with tenants, leaseholders and external agencies. 
· Practical experience and understanding of supporting service teams and/or providing support different client groups. 
· Demonstrable experience in delivering customer focused services and initiatives. 
· Experience of interpreting technical information and presenting in plain English.  
· Experience of collaborative working with a range of external organisations and other council departments to achieve strategic objectives. 
· Advanced knowledge of social housing matters including Income collection. 
· Experience of Microsoft Office programmes including MS Excel. 
· Experience of working with Elected Members. 
· Proven and demonstrable experience of managing a team. 
· Experience of PCOL and Pre-action protocol and Court framework and casework. 
	 
E 
 
E 
 
 
E 
 
 
E 
 
 
E 
 
 
D 
 
 
E 
 
 
D 
 
D 
 
E 
 
D 
 
	 A/I 

	Special Requirements
	· 
	
	

	 
	· Excellent verbal, written and presentation communication skills 
· 
· Good listening skills and the ability to build a rapport with a diverse network of individuals 

· Able to handle conflict, difficult conversations and negotiations professionally and persuasively with customers either face-to-face, by phone or online, including those who may be in difficult and/or emotionally charged situations. 

· Ability to engage effectively with a diverse audience using a wide range of communication tools. 
· The ability to analyse data and identify key themes and trends 
· Ability to plan, prioritise and use their own initiative in order to solve problems. 
· Strong reporting skills and the ability to maintain up to date records 

· Able to manage staff effectively as well as contribute positively as a team member. 
· The ability to look critically at systems, policies, processes and procedures and to recommend and implement improvements. 

· The ability to set objectives to align with business strategy and vision 
· Takes pride in their work and are passionate about providing excellent customer service – you will go the extra mile and are able to inspire the same attitude in others 
	E 
 
 
E 
 
 
E 
 
 
 
 
 
E 
 
 
 
D 
 
 
 
E 
 
 
E 
 
 
E 
 
 
D 
 
 
 
 
E 
 
 
 
 
E 
 
	I 

	 
	· Willing to work flexible hours, evenings and weekends as required 

· Willing and able to undertake training if required 

· Candidates must have a flexible approach regarding duties undertaken 

· Empathy 

· To demonstrate what excellent performance looks like in a customer facing Housing organisation and assist us to achieve our objectives in line with our values and vision 
	E 
 
 
E 
 
 
E 
 
 
E 
 
 
 
E 
	A/I 



Candidate Screening

	Does Rehabilitation of Offenders Act 1974 apply?
	Yes
	Disclosure and Barring Service check required?
	Yes
	If yes, what level?
	Basic
	Is this a Politically Restricted Post?
	No
	Does this role have emergency responsibilities?
	Yes	Choose an item. 





Role Map

	Behaviour
	Level Required (1-4)

	Shaping our Future
	2 

	Leading our People
	3 

	Delivering for our Customers
	3 

	Making Change Happen
	2 

	Team and Partnership Working
	2 

	Communicating Openly
	3 

	Performance Management
	2 



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