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GRAVESHAM BOROUGH COUNCIL

	Division:
	Housing and tenancy management 

	
	

	Department:
	Housing Neighbourhood Services

	
	

	Post Title:
	Housing Assistant

	
	

	Grade:
	Grade 3/4

	
	

	Responsible to:
	Neighbourhood Team Leader

	
	

	
	


Job Description

Job Summary

This role is to support the Housing Services Team in the delivery of an excellent housing management service. This will include supporting the delivery of a housing service to tenants and leaseholders by working closely with tenants, other departments within the Council and external agencies to deliver a customer focused service. 
This role will also provide a regular and visible presence on GBC estates supporting Housing staff.
Main Tasks 
· To investigate and respond to all service requests and queries.

· Assist tenants and leaseholders with their queries, by telephone, in person, email, web based methods and via any other forms of correspondence.
· Make accurate and timely records of all contact.
· Assist with the commencement, monitoring and actionning of all housing management cases.

· To assist with tenancy visits, viewings and sign up’s.

· To assist with estate inspections and any follow up action required as a result of the estate inspection.
· To answer straightforward correspondence and draft responses on behalf of the housing services. To ensure all correspondence is responded to within the correct timescales. 

· To draft general correspondence and support in the investigation of complaints, member’s enquiries, Ombudsman enquires and FOI’s.

· To assist with any leaseholder enquiries and RTB requests.
· Assist with case work and events designed to engage tenants, ranging from assisting with surveys, tenant / leaseholder groups through to special projects and one off events. 

· To be responsible for timely and accurate research, preparation, analysis and submission of information/data as requested by the Housing Management Team.
· Ensure the delivery of all housing services following policies and procedures and comply with relevant legislation.

· Contribute to the successful delivery of housing KPI’s within the remit of the Housing Assistant role.
Managing Finances 

· To be mindful of the financial context within which we work and to contribute to the provision of a cost effective services.
Policies and Procedures
· To adhere to policies and procedures and contribute to the ongoing development of policies and procedures that ensure continuous service improvement to meet the needs of customers, regulators and other stakeholders

General

· To undertake system administration duties as and when required to support the service, IT system and potential process changes.   

· Undertake additional training or vocational qualifications as required. 

· 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 participate as required in the Council’s Emergency Planning Operations which may involve duties outside the post holder’s normal job description and contracted hours.  In the event that an incident has occurred which disrupts the council’s ability to deliver it’s critical functions, the post holder will be expected to participate in the recovery stage which may include undertaking duties within the post holder’s competencies in other departments and/or at other locations.

· A commitment and contribution to the Council’s Equal Opportunities Policy is an essential requirement of the post.

· The post holder will carry out all duties and activities having regard to the provisions of the Health and Safety at Work Act 1974, and in accordance with any instructions from senior members of staff under that Act or any Council or Departmental Codes of Practice or Procedures.

· The post holder must ensure that data quality and integrity is maintained and that data is processed in accordance with council policy, the Data Protection Act, the Freedom of Information Act and other legislation.

· The post holder will comply with Statute and Council Policy in all respects.

· An awareness and commitment to section 17 which places a statutory duty on police and local authorities to work in partnership to reduce crime and promote community safety. It is also required that community safety is to be a thread running through all functions of the local authority.

· A commitment to excellent customer service and the values of the Council.

PERSON SPECIFICATION

	POST: Housing Assistant
	POST No.     

	CHARACTERISTIC
	SPECIFICATION

	
	ESSENTIAL
	DESIRABLE

	SKILLS/ABILITIES

(Specific skills and abilities required to undertake the duties)


	Good organisational skills.
Excellent communication skills. Ability to communicate effectively in both written and verbal form.

Ability to adopt a logical and methodical approach to tasks.
Ability to work in partnership with other GBC departments and external organisations.
	Experience of working within a multi-agency environment.


	KNOWLEDGE

(Particular knowledge which will be necessary to perform the work effectively, e.g. of specific legislation or regulations)
	 Excellent knowledge of Microsoft, including Outlook, Word, PowerPoint and Excel.
Knowledge of spreadsheets and databases.
	Knowledge of housing management procedures and good practice.
Experience of using specific housing management IT systems.



	QUALIFICATION

TRAINING
(Educational/vocational qualifications and other training)

Verification will be required
	Educated to A level or equivalent.
	CIH housing qualification or equivalent.

	EXPERIENCE

(Level and type of previous experience)
	Experience of general office duties including but not limited too, filing, inputting data, dealing with telephone and email queries, keeping accurate records.
	Experience of working in a public sector housing environment,

	QUALITIES

(Particular qualities necessary to carry out the works, e.g. ability to work under pressure or work co-operatively in a team)
	Ability to work in a pressured environment.
Ability to prioritise workloads and met deadlines.

Ability to be able to deal with difficult or agitated customers
Ability to work as part of a team and using own initiative.
	Experience of working with customers within in housing setting.

	SPECIAL CONDITIONS

(e.g. willingness to work unsocial hours or wear  a uniform)
	Able to attend occasional evening meetings

	Knowledge of the local area.


