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Job Description: 
Housing Operations Support Officer 

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 


	
Service:
	
Property Services


	Team:
	Housing Operations Support Team

	Location:
	Godalming

	Reporting to:
	Housing Operations Support manager


	Responsible for:
	Nil


	OUR ORGANISATIONAL VALUES 

	Collaboration
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Description automatically generated with medium confidence]


	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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Description automatically generated with medium confidence]Wellbeing

	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

	The principal purpose of a Housing Operations Support Administrator role is to provide comprehensive administrative and operational support to ensure the effective functioning of housing services and operations. Their core responsibilities typically include:
Coordinating day-to-day administrative tasks to support housing operations, including managing documentation, maintaining databases and records, processing applications and paperwork, and ensuring compliance with housing policies and regulations.
Acting as a key point of contact between residents, housing managers, maintenance teams, and other stakeholders to facilitate smooth communication and resolution of housing-related matters.
Supporting the delivery of housing services by assisting with administration tasks, maintenance requests, tenant enquiries, and other operational processes that ensure properties are well-managed and residents receive necessary support.
The role is essential in maintaining organized and efficient housing operations while providing administrative backbone to housing services and resident support functions

	Main duties and accountabilities

	Quality Assurance
· Ensure all minutes meet required standards for clarity and completeness
· Maintain accurate filing systems for meeting documentation
· Monitor and report on action completion rates
· Implement improvements to documentation processes
· Support audit requirements through systematic record-keeping
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.

Health and Safety
Comply with all Health and safety legislation for your area of work, ensuring that risks are identified, managed and monitored as required


	

Dimensions of the role

	Operational Activity
· To deal efficiently with telephone calls & a plethora of broad ranging correspondence relating to Property Services, ensuring an efficient service is maintained whilst adhering to specific policies and procedures
· Understand, maintain, and operate computer systems, including Orchard, Agresso, Keystone, Sharepoint, Case Management, Civica & Microsoft office suite
· Create and raise new works orders
· Track and update job status throughout the project lifecycle
· Close completed jobs 
· Maintain ongoinf jobs and maintain accurate records of progress   
· Manage the Damp & Mould Case management Sysytem
· Process and distribute incoming emails to to relevant Surveyors
· Maintain effective communication with housing colleagues and agency partners to address resident needs
· Generate regular progress reports 
· Manage queries and correspondence related to Property Services
Complaint Management
· Log complaints in the system upon receipt
· Monitor and track follow-up actions for Level 1 and 2 complaints
· Contact tenants to verify satisfaction with completed works before closing complaints
Respond in a timely manner to all email traffic within the HOST  and Damp & mould In Box. 
· Ensure that all requested information is supplied within the agreed-upon timelines (usually within 10 business days) and that 100% of requests are handled in accordance with legal and data protection requirements. Track responses and review quarterly to ensure compliance and improve efficiency.
· Delegate to appropriate officers for action.
Customer Service 
· Delivery of excellent service to all customers in line with published service standards, including provision of advice and assistance to all customers. Ensuring the customer receive’s a prompt and complete response to their enquiry and an accurate record of actions recorded. 
· Treat all customers, contractors and contacts with dignity and respect whilst at work in accordance with the Council’s policies, guidance and protocols. 
· Ensure that the principle of confidentiality and the requirements of the Data Protection Action are fully applied at all times. 
· Actively promote the Council’s Equality and Diversity policy in all aspects of the role

 

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

	· Ability to deal with a broad customer spectrum 
· Taking appropriate ownership of customer queries to overseeing them until resolution. 
· Escalation of issues in relation to the safeguarding of vulnerable adults to the appropriate   authorities both internally and externally. 
· Diagnosis and analysis of incoming calls to determine appropriate course of action 


	Planning/Organising/Controlling

	· Issuing work orders, allocation of appointments and relevant inspections visits for Damp & Mould and Tenant Alterations
· Production of job orders dispatched to relevant contractor. 
· Checking invoices for accuracy and processing within Orchard to agreed timescales. 
· 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
· Contractors, service providers, tenant and resident groups, partnering agencies, leaseholders and members of the public



	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

	Excellent communication and interpersonal skills

	A/I
	 Experience working in local government or property services

	

	
	Strong organizational and time management abilities

	A/I
	
	

	
	Demonstrable track record of managing multiple concurrent projects or responsibilities 
	A/I
	
	

	Knowledge /Technical Skills

	Proficient in Microsoft Office applications, particularly Word,Excel  and Outlook
	A/I
	
	

	
	Strong organizational and time management skills
	A/I
	
	

	
	Ability to maintain electronic filing systems 
	I
	Awareness of Safeguarding
	A/I

	Communication

	Excellent written and verbal communication skills
	A/I
	
	

	
	Experience in customer service or resident engagement

	A/I
	
	

	
	Strong attention to detail
	A/I
	
	

	Customer Service

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

	
	Accurate spoken English is essential for the post
	A/I
	
	

	Team Working


	Ability to work effectively with multiple teams and stakeholders
	A/I
	Display strong influencing skills
	A/I

	
	Flexible approach to work and willing to support others
	A/I
	
	

	
	Capable of working independently while maintaining strong team relationships
	A/I
	
	

	Managing self and others

	Excellent time management and prioritization skills
	A/I
	
	

	
	Ability to work under pressure and meet deadlines
	A/I
	
	

	
	Self-motivated with a proactive approach to work
	A/I
	
	

	Can do approach / Achieving results

	Problem-solving ability and initiative
	A/I
	
	

	
	Commitment to delivering high-quality work
	A/I
	
	

	
	Flexible approach to working hours to accommodate meeting schedules
	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
	
	

	
	Full and valid driving licence
	
	
	



* Please note that Waverley Borough Council cannot guarantee to supply you with the provision of equipment such as laptop, tablet, mobile phone or pool vehicle

How assesed:

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 
	Post no:
	

	Service:
	Property Services
	JE score:
	

	Team:
	HOST
	Pay band:
	9

	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:
	Tracy Morgan
	Date:
	29/01/2025

	Checked in:
	HR 
	Date:
	

	Last Updated:
	Add date
	Date:
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