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Post Title:		RTB & Leaseholder Officer 
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Job Description
[bookmark: _Hlk148948499]Job Summary
To deliver a high quality, customer focused and homeownership service ensuring full compliance with housing, leasehold and Right to Buy (RTB) legislation.
Main Responsibilities
Customer Service & Stakeholder Engagement
· Provide a responsive, professional service to leaseholders, homeowners, RTB applicants and internal/external stakeholders.
· Maintain accurate, timely case records.

Leasehold Management
· Set up and maintain leasehold accounts.
· Investigate and respond to service charge and ground rent queries.
· Support annual service charge cycles.
· Contribute to Section 20 consultation processes.
· Support recovery of leasehold arrears.
· Assist with tribunal preparation.

Right to Buy & Right of First Refusal
· Process RTB applications in accordance with legislation.
· Undertake eligibility and fraud checks.
· Calculate discounts and issue Section 125 notices.
· Coordinate valuations.
· Respond to solicitor enquiries.

Financial, Data & Performance Management
· Ensure financial data accuracy.
· Support performance reporting and KPIs.

Compliance, Governance & Continuous Improvement
· Work in accordance with housing and leasehold legislation.
· Keep up to date with law and good practice.
· Support policy and service development.
· Monitor and report on agreed actions, improvements and outcomes for tenants.
· Champion resident voice, fairness and transparency in service delivery

General
To carry out such other duties as may be required of you, commensurate with the grade and level of responsibility, as directed by management. 
· To undertake any other duties as required which are commensurate with the level and nature of the post.

· To work out of hours as necessary to deliver the services required by the Council for example during the evenings or weekends.

· Embrace the values and behaviours of the Council. 

· Comply with the Council’s Safeguarding policy.

· Comply with the Council’s Equal Opportunities policy, and to actively promote equality of opportunity wherever possible.

· Comply with the Council’s Health and Safety policy.

· Participate in any relevant training for the duties of this post and to achieve the key objectives of the Council.

· Participate fully in the Councils staff appraisal scheme and conduct officers one to ones.

· Participate in any relevant training for the duties of this post and to achieve the key objectives of the Council.

· Carry out any other related duties, which may be directed by the Assistant Director or Heads of Service.

	
	PERSON SPECIFICATION
	

	
	ESSENTIAL
	DESIRABLE

	SKILLS, ABILITIES, 
KNOWLEDGE & EXPERIENCE
	· Strong customer service skills.
· Excellent organisational skills.
· Good communication skills.
· Accuracy and attention to detail 
· Understanding of service charges and financial administration.
· Knowledge of spreadsheets and databases.
· Experience in working within landlord services and understanding housing demand
	

	QUALIFICATION TRAINING
	· Educated to A‑level or equivalent.
· Willingness to undertake training under CIH
	


	QUALITIES & APPROACH
	· Self-motivated
· Experience in customer‑facing roles.
· Office administration experience.
· Ability to work under pressure.
· Team‑focused.
· Commitment to continuous improvement
	





