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BERNESLAL
HOMES




	Job Title:                                 

Grade:

Directorate:

Department: 

Responsible to: 

Responsible for:

Budget Responsibility: 


	Housing Management Team Leader

9

Customer and Estate Services
Housing Management Team

Housing Management Team Group Manager

Housing Management Officers


	Date Agreed:
	
	By Whom:
	



To manage a team of Housing Management Officers to ensure the delivery of a proactive, reassuring, practical and visible customer focused service combining key elements of Housing Management, Environmental Management, Community Building and community safety.  To be responsible for meeting a range of key performance targets and developing new ways of working to ensure continuous improvement.




1. To ensure that there is a visible and proactive Tenancy Management Service within the community dealing with basic issues of tenancy conduct and support and ensuring the provision of on-the-spot assistance and advice with basic repairs and issues of concern to tenants of Housing Services.
2. To ensure that the upkeep of all common areas is satisfactory and to develop initiatives and strategies to deal with issues of vandalism, graffiti and fly tipping addressing basic issues of nuisance and facilitating and monitoring the delivery of support services within the area.

3. To ensure service provision is developed and responsive to the needs of vulnerable people that it engages the excluded and addresses real issues of concern developing and promoting community confidence and ownership and consolidating and expanding mechanisms for community representation.

4. To ensure that the performance standards assigned to the service are achieved and to maintain systems of recording and monitoring and provide monthly reports regarding performance standards.

5. To ensure that breaches of tenancy are actioned immediately and appropriately followed up.

6. To be responsible for meeting upper quartile performance on void management, by working effectively with other officers/services and by identifying any actions required.

7. To be responsible for the completion of weekly update reports within the agreed Performance Management Framework, (e.g. detailing all properties visited tenanted and void, actions taken, problems identified, repairs carried out, breaches of tenancy identified, vulnerable and new residents visited, security surveys and property marking completed, areas of graffiti, vandalism and tipping clearance have been identified and clear ups arranged).

8. To facilitate strategic and flexible estate inspections to ensure that areas of vulnerable residents or properties and areas of community tensions are proactively and regularly visited.

9. To ensure that every new tenant receives a visit within one calendar month of moving in.

10. To ensure that all enquiries are logged and actioned and that an appropriate action or response is arranged within 1 working day and that follow up correspondence including actions are delivered to customers within 5 working days.

11. To ensure separate liaison with enforcement and support agencies and follow all internal enforcement / support procedures ensuring that there are no gaps in the delivery of the enforcement service at the local level.

12. To provide evidence and statements as and when required and to give evidence in court.

13. To ensure separate liaison with allocation sections and follow all internal allocation procedures ensuring that there are no gaps in the delivery of the allocation service at the local level

Community Building

1. To develop and maintain formal communication channels between officers and community groups, meeting at least quarterly with all identified local representatives including Elected Members.

2. To establish and administer a steering group including community representatives and other service deliverers to meet monthly.

3. To ensure regular formal meetings with all service deliverers in the area and to devise long term strategies and identify service gaps.

4. To monitor and evaluate performance and service delivery of all relevant support agencies within the community and ensure service level agreements are understood and satisfactorily delivered.

5. To devise and implement customer satisfaction surveys in line with Berneslai Homes requirements and to provide an annual evaluation report of the overall service.

6. To attend community meetings as and when required and to proactively seek inclusion into active community groups.

7. Developing strategies to include young and elderly people and others traditionally excluded into representative and decision making forums.

8. To contribute to the Corporate Community Safety Strategy ensuring development of and compliance with targets and performance standards.

Environmental Management

1. To review and evaluate the outcomes of remedies and initiatives and use this information to determine future strategies and solutions.

2. To assist with the identification and bidding for external funding to resource new or similar initiatives.

General

1. To identify and develop strategic responses to counter issues of community concern relating to Housing Management, Environment Management and Community safety.

2. To prepare operational reports and report back to the Impact Team Group Manager (I.T.G.M.)

3. To assist with the development, piloting implementing and reviewing of effective internal systems, procedures and practices.

4. To effectively manage and monitor budgets and funding sources allocated under the direction of the I.T.G.M.

5. To inform the I.T.G.M. of training needs and assist in delivery and presentation. To undertake training and development as identified.


6. To deal with customer, Councillor and Board Member complaints and to carry out initial Ombudsman investigations.

7. To supervise the Housing Management Officers and to manage and co-ordinate the overall workload of the team and manage and provide monthly feedback report to the G.I.T.M. and Steering Group.

8. To take responsibility for office management and associated duties, as required.

9. To complete and update documentation as required, utilising both computerised and manual systems.


Other Responsibilities

1. To provide and present written or verbal reports to a range of audiences as determined in consultation with the Director of Housing Management.

2. To attend Council meetings, including Cabinet and Scrutiny Commissions and the ALMO Board and sub-Committees as required.

3. To promote equality of opportunity and good relations in all areas of responsibility and between all individuals and groups.
4. To identify and attend training and development opportunities in agreement with the Director of   Housing Management Services and as part of continuous personal and professional development.  To promote and support the same opportunities for all staff within your responsibility.
5. To ensure that adequate Health and Safety arrangements are in place for all staff within your responsibility, and to actively promote awareness and adoption of good health and safety practices.
	
Leadership Competencies

1. To be an inspirational leader by communicating a compelling vision of the vision and leading by example and creating a positive working environment that motivates people, instills confidence and earns respect.

2. To lead and manage others by having clear objectives and targets and regularly reviewing performance.

3. To manage change and innovation.

4. To support the development of people.

5. To manage the business by having an awareness of budget responsibilities, financial procedures, local, regional and national issues, value for money and risk management.

Other

6. To provide responses, in line with Customer Service Standards, to issues notified by customers, officers, Board members and Councillors.

7. Maintain information systems in line with service requirements.

8. To operate within Berneslai Homes and Council policies including Health and Safety, Finance, Equal Opportunities and Human Resources.  

9. Managing diverse teams/responsibility for Equality and Diversity as part of service delivery to ensure a pro-active approach is taken to Equality and Diversity issues.

10. To ensure a customer focussed approach is adopted in all aspects of the service. To ensure that the needs of customers, both internal and external to Berneslai Homes are met by providing the best quality of service.

11. To deal with sensitive information with regard to confidentiality, Data protection and Freedom of Information.

12. To be responsible for the identification of training requirements and facilitate the delivery of learning activities in line with agreed Performance and Development Reviews.

13. To attend meetings as and when required with internal and external bodies.

14. To deputise as required.

15. To be willing to work outside normal office hours should the situation arise (evening meetings, emergency call outs)

16. To provide support to other members of the team.

17. To undertake any other duties commensurate with the grade and falling within the scope of the post as requested by management.




Berneslai Homes is committed to safeguarding and promoting the welfare of children, young people and vulnerable adults and expects all staff and volunteers to share this commitment.


            Post Title:   Housing Management Team Leader      Directorate:   Customer and Estate Services                           Grade:  9
	

	

	Essential / Desirable 
	Criteria Number
	Criteria
	Measured by 

	Essential
	1
	Experience in social housing
	Application Form

	Essential 
	2
	Staff management supervision
	Application Form

	Desirable
	3
	Experience of Estate Management OR Community Safety related work
	Application Form

	Essential
	4
	Management Experience
	Application Form

	Desirable
	5
	Experience of Equality Impact Assessments
	Application Form

	

	

	Essential / Desirable 
	Criteria Number
	Criteria
	Measured by 

	Essential
	6
	Corporate Member of Chartered Institute of Housing OR other relevant professional qualification equivalent to NVQ Level 5 OR HND OR Degree
	Application Form

	
	

	Essential / Desirable 
	Criteria Number
	Criteria
	Measured by 

	Essential
	7
	Understanding of community issues
	Application Form

	Desirable
	8
	Understanding of current housing issues
	Application Form

	Desirable
	9
	Comprehensive knowledge of Berneslai Homes Impact Teams
	Application Form

	Essential
	10
	Policies and Procedures at a management level
	Application Form

	

	

	Essential / Desirable 
	Criteria Number
	Criteria
	Measured by 

	Essential
	11
	Management skills
	Application Form

	Essential
	12
	Leadership skills
	Application Form

	Desirable
	13
	Ability to develop Performance Management Systems
	Application Form

	Essential
	14
	Results / Outcome orientated
	Application Form

	Essential
	15
	Negotiating skills
	Application Form

	Essential
	16
	Analytical skills / attention to detail
	Application Form

	Essential
	17
	Budget / Resource Management
	Application Form

	Essential
	18
	Ability to innovate
	Application Form

	Essential
	19
	Presentation skills
	Application Form

	Essential
	20
	Ability to manage change
	Application Form

	Essential
	21
	Ability to communicate effectively with customers, groups and officers from other agencies
	Application Form

	
	
	
	

	Essential / Desirable 
	Criteria Number
	Criteria
	Measured by 

	Essential 
	22
	Willingness to undertake training courses relevant to the post.
	Application Form / Interview 

	Essential 
	23
	Candidates should indicate an acceptance of and commitment to the principles underlying the Company’s Equality and Diversity and Health and Safety Policies. 
	Application Form / Interview 

	Essential
	24
	Ability to travel around the borough
	Application Form / Interview



	Essential
	25
	Willingness to work outside normal office hours should the situation arise (evening meetings, emergency call outs)
	Application Form / Interview




Berneslai Homes is committed to safeguarding and promoting the welfare of children, young people and vulnerable adults and expects all staff and volunteers to share this commitment
JOB DESCRIPTION





PURPOSE OF POST 





ORGANISATIONAL STRUCTURE  





Housing Management Team Group Manager





Housing Management Team Leader





Housing Management Officers





DUTIES AND RESPONSIBILITIES  





CORPORATE RESPONSIBILITIES  





EMPLOYEE SPECIFICATION





RELEVANT EXPERIENCE








EDUCATION AND TRAINING ATTAINMENTS 








GENERAL AND SPECIAL KNOWLEDGE 








SKILLS AND ABILITIES





ADDITIONAL FACTORS 











