



HOUSING OFFICER
UNITY HOUSING ASSOCIATION

APPLICANT INFORMATION PACK


[image: M:\Logo\Multi-Cultural Neighbourhoods.jpg]















Hello!

Thank you for having an interest in working for Unity.

We are a small successful, independent and ambitious housing association driven by social purpose, supporting BME communities and multi-cultural neighbourhoods across Leeds and Kirklees. We are proud to call ourselves a BME association, part of the national BME housing movement, and believe that is as important today as it was when we were founded over 35 years ago.

Our social purpose is at the heart of everything we do, it states: ‘We will fight inequality and empower BME people to improve their lives by creating opportunities and helping to regenerate communities’.

It is an exciting time to join Unity as we strive to be the best. The role of Housing Officer is a great opportunity to join a small and friendly housing team responsible for letting our homes and managing our tenancies. You’ll work closely with colleagues to ensure our residents receive a brilliant service. 

We are looking for a colleague with a determination to make a difference, a passion for providing great customer service and who loves working with people. We would prefer if you had similar experience of managing tenancies in either the public or private sector, but we are still interested in hearing from you if you have a “can do” positive attitude and enthusiasm. We want someone who loves to problem solve, is proficient with technology and wants to support our residents. If that’s you, and you’re up for the challenge, we’d want to hear from you.

I believe this is a brilliant opportunity to make a difference and I look forward to receiving your application.


Yours sincerely
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Cedric Boston
Chief Executive 




Advert: Housing Officer 

Working Location: You will be based at our office at 113-117 Chapeltown Road, LEEDS, LS7 3HY, however we have flexible working practices which could mean you working a mixture of office, field and home based.

Salary: £30,274 - £36,793 pa plus an additional £1,447 pa essential car allowance.

Hours of Work 35 hours per week, to be worked over Monday to Friday

Benefits: 27 days leave plus bank holidays, Occupational Pension Scheme, flexible working and family, 	    friendly policies

We have a fabulous job opportunity for you to join our housing team as a Housing Officer. We could go on and on about the job but in a nutshell, it’s about providing the best possible service and by doing that, improving our resident’s satisfaction with us as their landlord. 

We don’t just provide our customers with a home, it’s about building relationships with our customers. This means that when it comes to those occasional situations that are a bit difficult or tricky, we work to resolve the challenge together.

Yes, we do what you would expect a Housing Officer to do, we fill void properties, manage estates and deal with anti-social behaviour, but the job’s so much more than that. It’s also about working closely with other colleagues and partners to make sure that where our customers need support, we are able to provide this and an excellent customer experience. The quality of people’s lives is important to us.

To make sure this happens we are looking for a colleague who must be able to demonstrate:
· A positive attitude and outlook
· A proven passion for delivering excellent customer service
· A genuine desire to help our customers. 
· Effective relationship, negotiation, and conflict resolutions skills
· Ability to self-manage and prioritise. 

Ideally, you’ll understand social housing with experience of housing management activities such as void management, estate management, customer involvement, lettings and other related tasks. But we prioritise our ethos for great customer care ahead of the requirement for direct knowledge of the housing sector.
You will continuously improve services to meet challenging targets and obtain best value for customers, working in partnership with stakeholders, external partners and colleagues you’ll make sure our residents receive a customer experience all the team can be proud of.

With over 1300 general needs properties across Leeds and Kirklees, this is an opportunity to work closely with the local community, work with some great colleagues and be part of a busy team that has set some ambitious goals for the future. 

We positively welcome and support diversity in our workforce and welcome applications from all sections of the community.


Applying for this job

To apply please submit a CV and covering letter to recruitment@unityha.co.uk. 

In your letter you must tell us how your experience meets our requirements for the post. Tell us why you have a passion for working for Unity and why you are the colleague we need. Whilst we are interested in your work history, demonstrating behaviours, skills, abilities and knowledge and experience can come from a variety of life experiences not just paid employment. Please feel free to use example from all areas of your life that are relevant to the requirements of the role. 

Applicants will be required to bring evidence of their eligibility to work in the UK to the first interview.

We reserve the right to withdraw this vacancy at any time.


Closing date: 24 January 2025




Post:				HOUSING OFFICER

Responsible To:		HOUSING SERVICES MANAGER 

Supervises:			N/A

Location: 			LEEDS
 

Objectives of the post:	

· Working collaboratively with colleagues you’ll ensure our customers receive an excellent service. You’ll use your creative spark to make sure our homes and estates are safe, secure and well managed. With an eye for detail, you’ll reach sound, evidence-based decisions to deliver the best outcomes for our customers. 

· You’ll strive to improve the quality of life of customers through effective case management, by providing an attractive environment and creating better neighborhoods leading to successful and sustainable communities.

· In addition to the broader responsibilities of the role, you will be allocated a specialist subject within the team, coaching others colleagues in relation to your area of expertise; this could include, but is not limited to, lettings or anti-social behaviour.

Key tasks
Motivated and proactive, you’ll deliver a brilliant customer experience. Your work may be tailored depending on local priorities and your key tasks will involve:

1. The delivery of core housing services and achievement of key performance indicators for allocations and lettings, ASB, voids, tenancy visits, estate inspections, complaints and customer satisfaction.

2. Promoting Unity as the landlord of choice by acting as an ambassador to develop and maintain a positive relationship with customers and the wider community.

3. Taking a lead role in managing a wide range of tenancy management issues including (but not exclusively) neighbour disputes, anti-social behaviour, property conditions, safeguarding, domestic abuse and tenancy fraud/misuse cases. Liaising with relevant bodies including the Police.

4. Re-letting vacant homes quickly including advertising, shortlisting and assessing applicants, viewing properties and tenancy sign-ups. Ensuring excellent communication with team members throughout the lettings process and record keeping. Liaise with external agencies, including local authorities in the allocation of properties.

5. Working collaboratively with development colleagues in the delivery of new homes.  Attend handovers of new developments and liaise with partners to ensure any snags or niggles after handover are fixed quickly for our new customers.

6. Enforcing the terms of the tenancy agreement, including providing tenants with accurate and appropriate advice about their rights and responsibilities in relation to their tenancy agreement; drafting and serving notices, preparing witness statements and working closely with our legal services providers to enable legal action to be taken where necessary. 


7. Taking appropriate and timely action in relation to all tenancy management issues, including conducting periodic tenancy visits, annual Tenancy Health Checks, responding to requests to succeed to tenancies, or terminate tenancies and dealing with suspected abandoned tenancies, mutual exchanges and rehousing.

8. Manage estates to maintain standards, including carrying out regular inspections involving our stakeholders and your customers as a means to identify any repairs, service failures, improvements, health and safety concerns or other issues to sustain excellent communities where people choose to live.

9. Create robust annual estate plans and ad hoc action plans to address emerging issues to enable customers to thrive and grow as a community.

10. Work collaboratively with maintenance colleagues to help deliver planned maintenance programmes, major repairs, cyclical painting, relet works, Fire Risk Assessments and other relevant actions including gaining access to our properties when required, for example to ensure H&S requirements are met. 

11. Proactively safeguard customers and their household by offering support in dealing with health and social issues, liaising with appropriate support services and engaging directly with customers to enable them to successfully manage their tenancies. Support customers who have suffered domestic abuse, and anti-social behaviour, working proactively with other agencies to advise and protect victims. 

12. Work closely with colleagues to carry out effective customer engagement and consultation on local issues including service charges. Identify opportunities for involvement with local residents, including devising and leading events. 

13. Work closely and collaboratively with other team members and liaise effectively with other departments to ensure a joined-up service is provided. 

14. Input tenant data into our housing management system and ensure data is up to date, accurate and secure.

15. Assist the Housing Services Manager to collate and prepare performance reports, prepare housing management policy and procedures, take team meeting minutes and complete monitoring forms.

16. Be pro-actively involved in self-development, participate in training courses and from time to time undertake new duties and responsibilities. 

17. To carry out any other duties within the scope, spirit and purpose of the job as requested by management as duties and responsibilities change, the job description will be reviewed.













Corporate tasks

· Ensuring the Health and Safety of our ourselves and others; this includes taking the time to complete all learning, understanding your role-specific responsibilities, working with reasonable care and taking steps to address and report problems related to Health and Safety.

· Taking a proactive approach to your learning and development in order to be the best you can be. This includes understanding and keeping up to date with all of our relevant policies and processes as well as taking advantage of all the learning opportunities and resources available to you.

· Promoting equality, diversity and inclusion is a top priority at Unity; leading by example in your actions and demonstrating our behaviours and values.

· Contribute to continuously improving levels of customer satisfaction and meeting the objectives of our Corporate Plan.   















PERSON SPECIFICATION

	ATTRIBUTES
	RANK
	HOW IDENTIFIED



	EDUCATION/QUALIFICATIONS
	
	

	Good numeracy and literacy skills appropriate to the requirements of the job role.
	Essential
	Application 



	BEHAVIOURS
	
	

	Passionate about good customer service
	Essential
	Application and interview

	Determination to achieve positive outcomes for customers and Unity
	Essential
	Application and interview

	Enthusiastic “can do” approach to work
	Essential
	Application and interview

	An excellent team player
	Essential
	Application and interview

	Results driven
	Essential
	Application and interview



	KNOWLEDGE AND EXPERIENCE
	
	

	Knowledge of the legal and regulatory framework of social housing and property/tenancy management, together with experience of delivering services that meet these requirements.
	Essential
	Application and interview

	Experience in a customer facing role
	Essential
	Application and interview

	Proficient at using IT systems including Excel
	Essential
	Application and interview

	Experience of communicating with customers in writing
	Essential
	Application and interview



	SKILLS AND ABILITIES
	
	

	Able to work under pressure, organise work and manage a broad range of competing priorities whilst maintaining your own resilience and wellbeing 
	Essential
	Application and interview

	Good listening skills and a great telephone manner 
	Essential
	Application and interview

	Adept at building relationships with great negotiation and conflict resolution skills, while maintaining confidentiality and professional boundaries
	Essential
	Application and interview

	Ability to remain calm when faced with challenging situations. 
	Essential
	Interview

	The ability to retrieve and interpret information effectively.
	Essential
	Application and interview

	Able to explain information in a way that is easily understood.
	Essential
	Application and interview

	Flexible and willing to learn and take on new challenges.
	Essential
	Application and interview

	Ability to build and promote positive working relationships with colleagues.
	Essential
	Application and interview

	Ability to work on your own initiative without regular supervision.
	Essential
	Application and interview

	Be both innovative and creative in problem solving.
	Desirable
	Application and interview

	Ability to tailor the service to the needs of a customer
	Desirable
	Application and interview



	ADDITIONAL REQUIREMENTS
	
	

	Willing to work outside normal office hours if required
	Essential
	Application and interview

	Willingness to undertake training 
	Essential
	Application and interview

	Must be willing to uphold the beliefs and values of the organisation
	Essential
	Interview

	Valid UK driving licence and access to a vehicle to travel to sites
	Essential
	Application
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Our Values

B Rooted in Reality

Paying attention to the here and now,
seeking to understand the struggles
people face, we communicate clearly
what can be done and hold ourselves
accountable for delivering on our
promises

[l Having the courage
to care

Being brave enough to listen
carefully, unlocking potential by
exploring opportunities across
departmental and organisational
boundaries, and always
determined to get things right

m Laying Sound
Foundations

Investing time and effort in our skills,
knowledge, systems and processes to
enable us to do what we do well by
making the most of our resources

M Going Boldly

LT
N ‘.
Not settling for ordinary when better is - =
possible, we actively experiment ';_ ‘{‘
embracing innovation and harnessing 2oy

creativity to explore where others may
fear to go

[l Full Lives Well Lived

We cooperate generously sharing our
[ ] skills and time to help one another

/‘.\ flourish and effectively support
PY P individuals and families across all of
m—m our services, we appreciate that many

different things matter and every
individual is so much more than the
circumstances in which they find
themselves




image5.png
Our Beliefs

Having a defined set of beliefs is important
to us, as our beliefs are the foundations we
will use to build ours and our communities
futures on. Our beliefs will direct our future
actions.

@ People come from
@ different starting points
With support both
@ individuals and families
J can help themselves to

0= make progress on things
that matter in their lives

/‘ Everybody is entitled to
Wg a decent home and
access to opportunities
F The world is unequal
“g but does not have to be
or stay that way

@ We can make a positive
J difference in the lives of
“’Ey people

@ Our customers are
J worth the best we can

Wy possibly provide

The work we do, and the

@ way we do it, can inspire
gj better in those around us




