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Job Description: 


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 Manager 

	Service:
	Housing 

	Team:
	Tenancy Management 

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

	Reporting to:
	Head of Housing 

	Responsible for:
	 Senior Housing Officers , Housing Officers, Household Review officers , Housing Admin 

	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
[image: A black background with a black square

Description automatically generated with medium confidence]
	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 Housing Manager is required to play a pivotal role in the success of delivering an excellent service to our tenants and ensuring that our tenants are at the heart of how we operate as a landlord. As the Housing Manager you are required to:

Provide inspiring and motivational management to a team of housing professionals, facilitating a holistic response to people and place-based services including caretaking,

and providing expert advice and clear feedback to ensure continued development and delivery of high-quality work in a fast-paced environment.

Promote collaborative working and flexible working practices to ensure all areas of the service are considered and supported as needed in partnership with the key relevant services across the council, stakeholders and partner organisations.

To develop and manage all contracts and relationships across the Housing Management service in consultation with the Executive Head of Housing, ensuring the timely response of contractors, and the completion of high quality, cost effective cleaning and ground maintenance works.

To work collaboratively with Community Services to provide swift and responsive outcomes to safeguarding and community safety issues utilising the Safer Waverley Partnership mechanisms.

To develop and update the strategy for Housing Management services to deal with current and future issues, covering quality of service, safeguarding, and cross-team functions.
. 

	Main duties and accountabilities

	Staff Management and Training
• Lead and manage the Housing Officers in delivering services, including recruitment, induction, training and ongoing support through 1-2-1s and annual performance management meetings.
• Manage the development and training of staff and self as required, ensuring appropriate skills are in place to meet business objectives and enable staff to achieve their potential.
• Support the Senior Living Team, through process guidance with cross-over housing management cases.
Operational
• Manage the provision of a prompt, responsive and cost-effective housing management service for residents.
• Provide comprehensive advice and support to Housing Officers, senior internal officers and external stakeholders on a wide range of complex areas including complex or sensitive tenancy management issues, management of antisocial behaviour safeguarding and supporting children and vulnerable adults and housing law.
• Ensure complaints are investigated and reports prepared, to deliver timely and appropriate resolution for residents. Managing and addressing complex multi-faceted tenancy problems and complaints and bringing these to resolution independently while maximising opportunities to learn when things go wrong and increase positive outcomes for residents.
• Allocate and monitor resources effectively to provide a robust service, ensuring compliance with the Housing Acts, Safeguarding Legislation, Anti-social Behaviour, Crime and Policing Act and Health & Safety legislation and all related statutory guidance. This will include keeping abreast of the local government agenda and national policy.
• Work with Housing colleagues, contractors and suppliers to minimise void turnaround times and reduce rental loss and tenant waiting times, with management of the dedicated End/Start tenancy officer and ensuring budget savings.
• Attend emergency calls when required including outside of office hours.
•Oversee, monitoring and reviewing data and systems, such as Orchard, to provide management reports regarding operational performance as directed. Ensure data and information is captured and stored in accordance with GDPR, to inform performance management, and provision of quality, reliable information.
• Produce regular management reports to understand the impact and cost of disruption in the service, and improve service delivery and achieve value for money.
• Implement and regularly review processes for the HM Team to ensure an efficient and effective service provision and continually improve excellent customer service delivery.
• Oversee the links between the Development Team and Housing Management in relation to estate regeneration projects to deliver the agreed outcomes, and within agreed costs/budgets, and lead on the decant programmes.
Finance and Budgets
• Efficiently and effectively monitor and manage budgets in partnership with the Finance Manager.
· To be responsible for authorisation of spend to delegated level, identifying efficiencies and taking action to realise these budgets for maximum value for money.
Customer Service
• Be highly visible and a beacon for excellent customer services, inspiring the HM Team to resolve queries at the first point of contact.
• Work with all contractors and internal teams to focus on getting the right solution first time for customers.
• Ensure all services are delivered equally and fairly for all users and customers and actively promote the Council’s Equality and Diversity policy in all aspects of your duties
• Liaise closely and build collaborative working Contract Management
•Negotiate, implement, manage and monitor contract terms and conditions for the Housing Management service in conjunction with the Head of Housing.

Teamworking and Communication
• Develop robust and effective stakeholder and supplier relationships, working closely with the Police and other statutory, voluntary and partner agencies, and the Council’s contractors, to improve standards on our estates and in the local community
• Lead collaborative and cross functional working and share resources across the Housing Teams and the wider Housing Service to meet operational targets and priorities
• Provide service specific advice and support to colleagues in Housing Management, Housing Operations, the wider Housing Service and across the Council on complex issues such as safeguarding and tenancy law.

Service Development and Improvement
• Lead on and contribute to service development and improvement planning and provide innovative solutions to improve services within available resources
• Lead on and participate in case reviews to find solutions, agree the escalation of cases, and ensure that the lessons learnt from cases are disseminated and are embedded in the Council’s procedures where appropriate
• Implement development and improvement plans in relation to your service area and assist the Executive Head of Housing in achieving consistency of implementation, and cross-team working.
• Manage and investigate escalated or complex complaints in line with the Council’s policy and share and embed any learning to aid service improvement .
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.
• Stand in for Executive Head of Housing where appropriate.
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

	· Budget responsibility: £135,000 pa direct – plus HRA contributions to other staff/teams and negotiation with external budget contributions from Social Services, Police, partner services.
· Number of staff: 9 direct, 20+ indirect across teams/organisations
· Number of tenancies: 5,000 properties with approx. 15,000 customers
· Number of ASB cases: c. 200 per annum
· Number of partnership, team and other meetings: Minimum 150 per annum

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

	Resolving Stage 1/2 complaints and agreeing compensation amounts to meet the Council’s corporate objectives and contribute to Ombudsman responses.
Housing Management lead on the safeguarding of vulnerable adults and children to ensure compliance with legislation and corporate procedures.
Dealing with underperforming contracts, including health and safety breaches.
Approving payments up to the value of the delegated authority for the postholder.
Responsible for ensuring the correct preparation of documentation on complex and legal Tenancy and Estates actions, including Mutual Exchanges, Tenancy Succession and Assignment and Transfers .
Responsible for ensuring the correct preparation of the legal documentation required on evictions for approval by the Head of Housing.
Responsible for taking actions that require the interpretation of legislation and that may not be covered by Council’s policies or procedures.
Supporting and supervising staff including taking capability and disciplinary action.
Maintaining the processes relevant to the Housing Management Service.
Lead on Housing Management audits along with Audit Manager.

	Planning/Organising/Controlling

	Planning and integrating the work of the team with other internal and external teams.
Establish and maintain effective relationships with other internal and external teams.
Manage and direct multi-agency teams.
Responsible for the monitoring, performance and record keeping of the HM Team

	Customers and Contacts

	INTERNAL
• All staff and Members within the Council

EXTERNAL
• Tenants, leaseholders, tenant and resident groups, members of the public, contractors, suppliers and service providers, the Police and other statutory, voluntary, partner agencies and multi-agency groups.

	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

	Extensive experience of working in the social housing sector 
	A/I 
	Experience of working in a local authority 
	A/S 

	
	Member of the Chartered Institute of Housing (CIH) 
	A/I/E 
	
	A/S

	
	Experience of people-management (customers and stakeholders) 
	A/I
	Management qualification
	

	
	Experience of dealing with vulnerable residents 

	
	
	

	
	
	
	
	

	Knowledge /Technical Skills

	Knowledge of Housing Act legislation and Housing Management 
	A/I 
	
	A/I

	
	Knowledge of housing finances and vulnerabilities (Housing Benefit etc) 
	A/I 
	Experience of debt management and advice. 
	A/I 

	
	Evidenced Partnership working with external groups. 
	A/I 
	
Understanding of tackling ASB 

	

	
	Knowledge of Safeguarding 
	A/I 
	
	

	
	Knowledge of good practice and service improvement in Housing Management 
	A/I/E 
	
	

	
	Knowledge of budgetary management 
	A/I 
	
	A/I

	
	Ability to effectively manage contracts 
	A/I 
	
	A/I

	
	Knowledge of good practice in health and safety 
	A/I 
	
	A/I

	Communication 
and Customer service 

	Chooses the most effective communication method for the situation and individual
	I/E 
	Effective complaints management 
	A/I 

	
	Ability to promote a culture of open communication and consultation internally and externally 
	A/I 
	
	

	
	Works with others to actively promote and achieve high standards of customer service. 
	I 
	
	

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

	I
	
	

	Team Working


	Inspires and empowers teams and individuals. 
	A/I 
	
	

	
	Committed to creating and promoting continual improvement in team performance 
	A/I 
	
	

	
	Builds constructive and productive internal and external relationships 
	A/I 
	
	

	Managing self and others

	Ability to stay calm and assertive in difficult circumstances and anticipate and diffuse potential conflict 
	A/I 
	
	

	
	Ability to identify the need for change and to support others to adapt to change 
	A/I/E 
	
	

	
	Ability to prioritise and manage workloads and take action as needed. 
	A/I 
	
	

	Can do approach / Achieving results

	Prepared to constructively challenge existing practices and procedures to achieve better performance 
	A/I 
	Able to translate strategic objectives and priorities into operational 
	

	
	Experience of systems and process reviews. 
	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.
Item.
	A/I 
	
	

	
	Drivers licence and use of car for work purposes 
	A 
	
	

	
	Ability to undertake visits within communities, to estates and tenant homes 
	M 
	DBS clearance 
	



* 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 assessed:

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

Basic Disclosure Clearance - Government Requirement for Accessing Council and Government Data 
To comply with the Public Sector Networks (PSN) “Code of Connection”, Waverley Borough Council, like other public organisations, need to undertake basic disclosure checks for unspent convictions only, in respect of those staff who will access our IT systems. 

	
For Official Use only

	Job title:
	Housing Manager 
	Post no: 
	HH02 

	Service:
	Housing – Landlord Services 
	JE score: 
	506 

	Team:
	Housing Management 
	Pay band:
	G4

	Location:
	The Burys, Godalming, Surrey, GU7 1HR and
Millmead House, Guildford, Surrey, GU2 4BB
	Position type:
(if part time, working pattern)
	Full Time, 5 day week 

	Competencies:
(level 1 – 4)
	Communication:
	4
	

	
	Customer Service:
	4
	

	
	Team Working:
	3/4
	

	
	Managing Self and Others:
	4
	

	
	Can do approach/Results:
	4
	

	
	Embraces Change:
	
	

	
	Innovation and Creative Thinking:
	
	


	Reviewed By:
	Housing Manager 
	Date:
	May 2023 

	Checked in:
	Employee services 
	Date:
	

	Last Updated:
	May 2023 
	Date:
	




Housing Manager G4


ASB officer - G7


Senior Housing Officer (S. Living)  - G6


Senior Housing Officer (Gen Needs) x 2 - G6


Admin officers 


Senior Living Officers - G8


Housing officers - G7  


Household Review officers 
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