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JOB DESCRIPTION 


	POST:	
	ASSISTANT HOUSING SERVICES OFFICER 

	SALARY SCALE:	
	EVH Grade 6 (PA 17 – 20) 

	ACCOUNTABLE TO (AND TEAM MANAGED BY):
	Director of Housing Services

	LINE MANAGED BY:
	Housing Services Officers 

	RESPONSIBLE FOR:
	No Staff

	DEPARTMENT:
	Housing Services

	PURPOSE OF THE POST:	

	
· To assist the Housing Services Officers with the delivery of a generic housing management service with responsibility for a range of Housing Management Services within a defined area of operation and assist with other areas as required.
· To contribute to achieving the targets and performance measures set for the Association, the Housing Services department and the post. 
· To promote resident participation and community involvement.
· To contribute to establishing, operating and reviewing the Policies and Procedures of the Association that are relevant to the delivery of Housing Services, particularly Income Management, Void Management, Tenancy Management & Anti-Social Behaviour, Tenancy Sustainment and Allocations. 



For the knowledge, education, qualifications and experience required for this post please refer to the attached Person Specification


1.0 	Core Tasks

Provision of a Quality Customer Service
1. Responsible for the provision of an excellent customer service to tenants, former tenants, housing applicants, sharing and factored owners and tenants of other landlords who receive services from Ochil View. 
2. Promote good customer relationships and encourage customer feedback in all aspects of the service 


1.1 	Allocations

1. Administer and operate the Association’s Allocation Policy and procedures.
2. Verify registration details prior to any offer of housing. 
3. Select applicants and make offers of housing for the Association properties for approval by the Housing Services Officers, Senior Housing Services Officer or the Director of Housing Services. 
4. Arrange and attend accompanied viewings with prospective tenants.
5. Assess void properties for decoration allowance and award the appropriate value and maintain a record of decoration allowances issued.
6. Organise and conduct a new tenant sign up.
7. Process Mutual Exchange requests in line with the Mutual Exchange Policy.
8. Assist the Housing Services Officers at multiple viewings in new developments.
9. Assessment of housing applications and responding to enquiries from applicants and tenants. 
10. Liaise with the Local Authority and other allocations partners concerning nominations, Section 5 referrals, exchanges etc.
11. Interview housing applicants when required.   
12. Process terminations of tenancy in line with Void procedures and liaise with Assistant Property Services Officer and Property Services Officers to complete pre-termination inspection.
13. Provide statistical information and maintain void spreadsheets.
14. Create a new tenancy on HomeMaster in the absence of the Housing Services Assistant (Housing Options).
15. Advise finance of new tenancies
16. In the absence of the Housing Services Assistant (Housing Options) prepare advert for These Homes and the website. 

1.2 	Arrears Control - Current and Former

1. Assist the Housing Services Officers to maximise the Association's rental revenue by pursuing the recovery of rent arrears at the earliest possible stage.
2. Interview arrears cases as detailed in Arrears Policy in Housing Services Officers absence.
3. Explain Rent and Service Charges, and methods of payment at beginning of a tenancy.
4. Assist the Assistant Housing Services Officer (Arrears & Admin) in processing Housing Benefit decision letters at the time of a rent increase.
5. Assist with logging any notification of payments due or verifying rent details on the Universal Credit Portal
6. Provide advice and assistance on different methods of payment including setting up direct debits. 

1.3 	Tenancy Sustainment

1. Identify and refer tenants to relevant advice services.
2. Assist tenants with applications for fuel debt, food or fuel vouchers when required.
3. Refer tenants for food parcels and issue personal packs when required.
4. Carry out tenancy support visits as and when required.


1.4 	Rechargeable Repair Accounts and Former Tenancy Arrears

1. Make appropriate arrangements with tenants and former tenants for the repayment of rechargeable repair accounts and former tenancy arrears. 

1.5 	Tenancy Management

1. Identify and manage breaches of tenancy and take appropriate action to address and rectify the situation. 
2. Deal with neighbour disputes and anti-social behaviour as detailed in the policies and procedures on anti-social behaviour and harassment. Liaise with external agencies where appropriate, e.g., Police, Social Services, out of hours standby team.  
3. Refer escalated any serious breaches of tenancy or anti-social behaviour to the Housing Services Officer.  
4. Process changes of tenancy requests including Assignations, Succession, Joint Tenancy requests, applications for lodgers or subletting for approval by the Housing Services Officer.
5. Assist the Housing Services Officer with identifying an abandoned property and taking appropriate action to contact the tenant, investigate the reasons for possible abandonment and recover of possession, where required. 
6. Approve permission to keep a pet request and record the information on the tenant diary.
7. Process changes to tenant’s household information, update HomeMaster if required and confirm any changes in writing to the tenant. 

1.6	 Estate Management

1. Deal with Estate Management issues and implement action plans for breaches of tenancy agreements concerning environmental issues. 
2. Assist the Housing Services Officers with the more serious Estate Management issues and issue paperwork in relation to this.

1.7	Tenant Engagement & Communication

1. Promote tenant engagement on an individual and group basis.
2. Attend meetings with engagement groups and take any relevant action from issues raised.
3. Provide articles for the tenant newsletter and attend production meetings on a rotational basis.
4. Effectively use IT systems for tenant engagement and communication i.e. My Home and CX-Feedback.
5. Promote the Associations tenant portal My Home and offer assistance to tenants when required to utilise the system to its full potential.
6. Promote Housing Perks and assist tenants if necessary to download the App

2.0 	Other Duties

1. Provide statistical information to assist in the production of monthly/quarterly performance reports.
2. Attend evening meetings as required.  
3. Attend any training courses/seminars as required by the Director of Housing Services or the Chief Executive. 
4. Carry out any other tasks as reasonably required.
5. Provision of housing related information and advice to customers.
6. Uphold the Association's Equality and Human Rights Policy and Investors in People status.


Signed …………………………………………… (Employee)	   Date 

Signed …………………………………………… (Line Manager) Date 

Signed …………………………………………… (Head of Service) Date 
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