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Job Title: Housing & Nuplace Assistant
Job Description
	Job Purpose

	· To provide administrative support across the whole Housing & Nuplace team in a professional and efficient way.
· To work closely with a range of clients and other services co-ordinating information to ensure work is completed in a timely manner.
· To play a role in the promotion of all services across the Housing & Nuplace team to generate additional income. 


	Major Tasks 

	· To answer all calls within the services in a timely manner and provide excellent customer service. 
· To ensure all contacts and information on clients/stakeholders are input into the relevant systems and data bases and are kept up to date and all information is dealt with appropriately and efficiently.

· Ensure inputting of data into all relevant database systems or files is correct.


· Carry out all administration duties involved in delivering the services including data inputting into the relevant systems, generating invoices, paying invoices, compiling and sending accurate letters, filing and archiving records correctly and carrying out relevant checks.

· To manage all relevant websites ensuring information is up to date, social media sites are regularly updated and services promoted and up-to-date information is identified and shared with the team and on relevant blogs and websites.

· To produce documentations including letters, new tenancy sign up packs, spreadsheets and data bases for the relevant service and task and ensuring all relevant paperwork is complete and correct before being sent out to clients and stakeholders.

· To signpost clients where appropriate to other service areas of assistance such as Occupational Therapist assessments for aids or adaptations, to voluntary and community sector, private landlords.

· To represent the service at all relevant meetings regarding home improvements and grants, Nuplace, Council houses.

· Compiling and send accurate letter and notices, filing and archiving records correctly and carrying out land registry checks.

· To process invoices in line with Telford & Wrekin Council policies.


· To liaise with clients, services, Housing and biT Technical Team and contractors to ensure swift and efficient process and completion of all works 

· To work with clients/customers and ensure the services are running effectively and to develop them further ensuring you maximise opportunities to access private rented housing to address local arising housing need.

· Take the lead role providing point of contact for issues and concerns raised by private landlords and/or tenants & DFG clients providing advice, taking action and working with other Council services while maintaining a client function and monitoring outcomes

· To maintain at all times a customer focussed approach and ensuring the projects deliver key outcomes

· To engage with landlords and tenants in the private rented sector and to build positive relationships.

· To identify best working practices for the operation of a Letting Agency that suits the housing needs of the Borough

· Promote all the housing services to all relevant areas including landlords, tenants, agencies, organisations and service areas.

· To maintain a database of properties and tenants on a daily basis

· To provide advice to tenants on relevant information and regularly compile a relevant documents required. 

· Be responsible for the provision of performance data relevant to the flow through the service.

· Process client enquiries and being the point of contact between the client and the Property Management Officers, Senior Property Management Officers, Managers, Contractors.  

· To co-ordinate events on housing to landlords/agents and tenants on relevant subjects.

· To maintain accurate records for audit and monitoring purposes.

· To collect and report performance information as directed by line manager

· To develop a range of information materials for clients/customers and take the lead on promoting the service through various means including social media, team briefing, exhibitions and other publicity events

· To monitor and feedback any issues to the line manager or anything of concern

· Undertake other such duties, projects and responsibilities commensurate with the grade that are not mentioned in this job description

	Contacts & Relationships

	· Housing & Nuplace Team
· biT Team
· Health, Social Care and Occupational Therapists. 
· Voluntary agencies 
· Landlords
· Letting Agents
· Public Protection
· Service Users, Families, Carers
· Seniors
· Team Leader
· Service Delivery Manager 

	Creativity

	· Approaches taken to meet client needs will generally be within broad guidelines.
· The post holder will manage a dynamic system to track service users through their grant application and completion of work 
· Identify solutions to problems encountered as part of the service user pathway.
· Highly proficient in the use of computer and information systems, where data collection across multiple systems is required and recognising the vital requirement for the highest levels of accuracy and quality assurance.
· 

	Decisions

	The post holder will make decisions and professional recommendations in relation to
· Prioritising their own workload which will include a number of diverse client requirements at any one time, working to deadlines  
· The post holder will work alongside Housing Officers, biT Technical Officers, Social workers, Therapists and other service delivery staff.
· The post holder will contribute to procedural change and will inform and change current practice.

	Management & Supervision

	The post has no supervisory responsibilities except on occasion when work placements or trainees are present within the Team and may be shadowing case work.

	Supervision Received

	The post holder will manage their own work programme referring to Senior Property Management Officers or the Housing Team Leader in relation to more complex cases that fall outside agreed guidelines or financial limits.
· The post holder will be expected to work on their own using their initiative but will report to the Senior Property Management Officer



	Complexity

	· The post holder will need to be able to work closely with multiple organisations.
· Have the ability to challenge professionals through prompting and questioning which will keep the flow moving.
· The post holder will be resourceful and resilient.
· 

	Resources

		Responsible for processing grant and finance information on a data base
	
	
	
	

	Responsible for processing personal sensitive information
Responsible for monitoring the capital programme budgets
	

	




	Impact

		Provides support to the Team Leader and  Head of Service,  coordinating multi-disciplinary input to ensure appropriate decisions and guidance are given, reducing error and ensuring we are meeting the relevant legislation guidelines and spending within the capital budget 

	 Failure to provide an appropriate service within legislation would result in the council being subject to complaints and penalties and leading ultimately to increase in costs and service pressure.

	to provide a service within the relevant housing acts and legislations to clients, failure to do so will result in vulnerable clients not being able to remain in their own homes and a greater impact on care services and hospital provisions. 




	Physical Demands

		The level of physical demands would be that some elements of a typical desk based job, such as carrying laptop and/or files to meetings and setting up for meetings/training events.

	
	
	
	
	
	

	
	
	
	
	
	
	




	Working Environment

		In the main the post-holder would work in an office, with typical heat, ventilation and lighting. The post-holder will be expected to work outside; for example travelling for meetings, site visits and training.




	Emotional Context 

		· This role would have occasional contact with tenants that are sensitive, contentious and upsetting as they deal with housing situations.
	

	· This role will have on going contact with service users, where the consequences of actions and decision made could have implications for the service user and therefore place some emotional strain on the post holder.

	

	
	




	Other

	The post holder will be expected carry out any other duties as are within the scope, spirit and purpose of the job, commensurate with the grade. 

The post holder will be expected to actively follow Telford & Wrekin Council policies, including those such as Equal Opportunities, Human Resources, Information Security and Code of Conduct etc. 

The post holder will be expected to maintain an awareness and observation of Fire and Health & Safety Regulations.






Person Specification 
	Criteria
	Standard

	Qualifications
	
· GCSE grade C or above in (or equivalent in) Maths and English

	Experience
	· Experience of administration work within an office environment
· Experience of working with vulnerable persons to provide information, support and advice 
· Experience of negotiating solutions to client needs
· Experience of working collaboratively in a multi-professional environment.
· Experience with working in challenging situations. 
· Practical experience of working in a local authority housing service delivering on local authority statutory duties 
· Practical experience of working within a landlord or letting agency environment 
· Experience of working on a day to day basis with tenants and landlords in the context of meeting local authority housing duty 
· Significant experience of working in a customer focused environment
· Experience of managing projects with a positive outcome
· Experience of establishing and managing databases
· 

	Knowledge
	
· Knowledge of databases, advantageous knowledge of Agresso, Uniform and P2 database or similar systems.
· Knowledge of budgets and financial systems
· Knowledge of processing client’s details and tracking progress.
· Knowledge of housing benefit, welfare benefits and local housing allowance
· Knowledge of establishing/managing tenancy agreements
· Knowledge and understanding of the housing market in the area.
· Knowledge of letting agency working practices
Knowledge of landlords legal responsibilities

	Skills
	· Ability to effectively challenge and negotiate outcomes with a range of parties including landlords, providers, client representatives and funders
· Skilled in establishing solutions to barriers or challenges to delivery
· Ability to manage conflicting demands and time pressures
· Proficient in the use of Microsoft office 
· Demonstrate a high level of discretion in dealing with personal records and confidential communication
· Proactive approach to developing and implementing initiatives to address housing condition and need
· Strong oral and written communication skills including ability to communicate effectively with clients who are older, disabled and/or vulnerable and their families and representatives
· Excellent time management and organisational skills
· High quality customer care skills and confident working with other professionals 
· Ability to analyse and interpret information from a range of sources
· Skilled in negotiating with other agencies and services
· Excellent interpersonal skills
· Excellent organisational skills
· The required skills to co-ordinate and communicate with a variety of groups of people
· Be Politically aware and able to build collaborative relationships
· Have experience of dealing with a range of people at different levels of the organisation and with external partners
· Have the ability to use IT solutions and a commitment to drive forward the vision
· Ability to meet the travel requirements of the post


	Personal style & behaviours
	· Sensitive, caring approach 
· Creative approach to problem solving
· Able to provide sometimes technical information in an accessible form to range of clients and their representatives
· As a Council employee you will be supported and expected to demonstrate the Councils Core Behaviours. Please note that these may be updated from time to time and are available on the Council’s intranet pages.
· Self-motivated and able to work on own initiative and as part of a team
· A champion of innovation and an enthusiasm to share knowledge and ideas
· Personal effectiveness - a tenacity to deliver a project through to completion
· Good organisational skills, including effective time management, reliability, decision making, motivating and enabling others 
· Willing to abide by the Council’s Equal opportunities Policy in the duties of the post and as an employee of the Council and to promote non-discriminatory practices in all aspects of work undertaken
· Willing to take personal responsibility under and abide by the Council’s Health and Safety Policies


	Fluency Duty

	· The ability to converse at ease with customers and provide complex, detailed, legislative advice in accurate English is essential for the post.
· This post has been identified as a customer facing role and therefore the Council is required to fulfil their statutory duty under Part 7 of the Immigration Act 2016. As a public body the Council is obliged to ensure member of staff in such roles are able to have a command of spoken English which is sufficient to enable the effective performance of their role. 





……………………………………………………………………………………………………………
We will ensure, so far as is reasonably practicable, that no disabled applicant is placed at a substantial disadvantage.  This person specification includes what we believe are fully justifiable essential and desirable selection criteria. Provided that the selection criteria unconnected with the disability are met, we will make ALL reasonable adjustments in order that someone with a disability can undertake the duties involved.
……………………………………………………………………………………………………………
	Type of criminal records checks required for this post
	Ticked as required

	None
	

	Basic Disclosure
	x

	Standard Disclosure
	

	Enhanced Disclosure
	

	Working with Adults - Regulated Activity
	

	Working with Children  - Regulated Activity
	



Information on types of criminal records checks is available at: 
https://www.gov.uk/disclosure-barring-service-check
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