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JOB DECSRIPTION 
Title: 		           Housing Services Officer
Post No. 		7282
Department: 	My Blackpool Home
Reports To: 		Housing Services Team Leader 
Responsible For: 	Lettings and Property Management 
Grade/Salary: 	E (£29,542 - £32,046)
Hours of Work: 	37 Hours

BROAD STATEMENT OF JOB FUNCTION

My Blackpool Home (MBH) is the customer-facing arm of Blackpool Housing Company, delivering high-quality lettings and property management services within the private rented sector. Lumen Housing, a subsidiary of Blackpool Housing Company, operates as a Registered Social Landlord, for whom MBH provides full property management services.

Reporting to the Housing Services Team Leader, you will support the delivery of a comprehensive housing management service across our private rented and social housing portfolios. You will be involved in all aspects of lettings and tenancy management, helping to ensure excellent customer service and compliance with landlord responsibilities and relevant legislation.


MAIN RESPONSIBILITIES & KEY RESULTS AREAS
1. Provide high levels of customer service to our service users
2. Acting as the first point of contact, taking calls from applicants, tenants, landlords and contractors 
3. Dealing with all enquires relating to rent, benefits, anti-social behaviour, complaints, repairs, viewings, applications and property inspections
4. Arrange, book and attend viewings, ensuring the customer meets the necessary criteria and utilising effective use of staff time
5. Process applications ensuring that affordability, credit, reference checks and other relevant pre tenancy checks are carried out to assess tenancy sustainability and assist in the process of identifying potentially vulnerable tenants who may need support to maintain their tenancy. 
6. Liaise with and make referrals as necessary to other agencies and council departments.  
7. Managing and preparing all documentation for new tenants ahead of their move in date and for end of tenancies.
8. Ensure new tenants receive appropriate advice and support at the start of their tenancy on setting up and maintaining their home
9. Carry out property inspections and provide advice to customers on how to maintain their property
10. Ensure all aspects of the tenancy meets all legal requirements
11. Maximise rental income through the rent recovery process
12. Responsible for signing in and out of keys
13. Minimise rent loss through the quick turnaround of void properties through efficient marketing, viewing and application process
14.  Work within the guidelines of the Tenancy Deposit Protection scheme as set out in the Housing Act 2004.
15. Contribute to the expansion of My Blackpool Home and Lumen Housing
16.  Be aware of factors that could be contributing towards tenancy failure and make referrals to tenancy support and other services. 
17. To monitor and work towards team and company performance indicators and regulatory targets including the production of reports where necessary. 
18. Assist with the development and delivery of a marketing strategy 
19. Refer to and contribute towards the company policies and procedures

RENT RESPONSIBILITIES

· Set rent schedules at the start of the tenancy on our housing management system.
· Monitor and pursue rent arrears in accordance with policies and procedures
· Prepare and present rent arrears cases to the Lettings Team Leader
· Produce affordable repayment plans, agree these with tenants and monitor.
· Understand the need to liaise with tenants to maximise the income for the organisation.
· Take payments over the telephone and in the office, including the setting up direct debits and Allpay accounts

REPAIRS RESPONSIBILITIES
· Coordinate responsive repairs, reporting directly to our contractors and recording works orders on our housing management system
· Monitor and chase up outstanding repairs
· Liaise with landlords, contractors and the Development Team
· Ensure all records of repairs are updated on the housing management system

MARKETING RESPONSIBILITIES
· Operating Social Media accounts (platforms - Facebook, Twitter, Instagram, etc.)
· Ordering ‘to let’ boards and board management. 
· Organising photo shooting, editing and enhancing for product display;
· Keep records of available properties and actively communicate any changes with the letting team throughout the day.
· Responsible for making best use of our portfolio by supporting customers to be in the right property through advertising, shortlisting and viewing and letting our empty properties within target void times.  
· Proactively contact potential tenants through a variety of means including text, telephone, letter and email.

General 

1. Job descriptions are a reflection of the character and work priorities at a given point in time and it will be essential to review duties and responsibilities, in consultation with the post-holder, from time to time. 
2. The Health & Safety at Work Act (1974) places responsibilities for Health and Safety on all employees. Therefore, it is the post-holder’s responsibility to take reasonable care for the Health, Safety and Welfare of themselves and others in accordance with Legislation and the Company policy on Health & Safety. 
3. The post-holder is required at all times to comply with the provisions of the General Data Protection Act (GDPR) and with any policy introduced by Blackpool Housing Company to comply with the Act.
Please note:

It is the responsibility of the post holder to comply with Health and Safety and Equal Opportunities at all times.

I agree to the terms of the job outline and understand that this may be changed in relation to the future needs of the organisation and that I will be fully consulted regarding any changes.

Employee (Print) _______________Signature _________________ Date __________

Line Manager (Print) ____________Signature _________________Date__________ _ 
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     JOB DECSRIPTION 
Post Title: 		Housing Services Officer
Department: 		My Blackpool Home
Reports To: 		Housing Services Team Leader
Responsible For: 	Lettings and Property Management 
Grade/Salary: 		E
Hours of Work: 		37 Hours
KEY:	E denotes Essential / D denotes Desirable

	Qualifications
	E/D

	· Btec National Diploma or NVQ level 3 (or equivalent qualification) in a relevant subject
· Minimum 5 GCSE’s or equivalent including Maths and English
· Professional qualification in housing or a related discipline
	D

E
D


	Knowledge & Experience
	E/D

	· Experience of working within a lettings environment 
· Use of housing management systems
· Working knowledge of Microsoft Office including Excel 
· Good understanding of  national and local developments/ initiatives affecting the private rented sector 
· Working knowledge of the Tenancy Deposit requirements as set out in the Housing Act 2004 
· Detailed knowledge of the private rented sector market in Blackpool
· A sound knowledge and understanding of Housing legislation, welfare benefits in the PRS and Social Housing Sectors
· Experience of dealing with enquiries in a customer facing environment
· Experience of rent allocation, collection and management
· Experience of diary management
· Experience of the eviction process, issuing notice and preparing court papers.
· Significant  experience of working collaboratively  with private rented sector landlords to secure positive outcomes for vulnerable households
· Experience in marketing, especially social media marketing.
	E
E
D
E

E

E


E

E
E

D

E


D

	Skills
	E/D

	· Good communication skills, both written and verbal
· Highly developed interpersonal skills
· Confident but approachable attitude with the ability to develop effective working relationships
· Ability to prioritise workload and manage strict deadlines
· Ability to work independently and as part of a team
· Commercial awareness 
· Ability to develop and maintain effective working relationships with colleagues, landlords, agencies and organisations especially where there are conflicting agendas
· Excellent telephone manner              
· A methodical, analytical mind and the ability to learn quickly.
· Confident in dealing with clients and negotiators
	E
E
E

E
E
E

E


E
E
E



	Other Requirements
	E/D

	Ability to travel to other sites as required
Flexibility in approach to hours worked
Full driving license and use of a car for work purposes
	E
E
D



	Initiative and Independence



	The post holder will work within established processes with procedures to support these functions. The post holder will take customer enquiries and follow the appropriate lines of enquiry to deal with that call. For example the customer may be reporting a repair therefore the team member will ask the appropriate questions relating to that type of call and will use their initiative to prioritise the job and send the details to the relevant contractor. Any other works identified that do not fall within the parameters of the repairs framework will be referred to a Senior member of the team or line manager. The post holder will work within the parameters of the repairs framework and will not have budget approval responsibilities.




	Relationships/Nature of contacts

	Internal & External
The post holder will deal with colleagues, customers, contractors and external partners on a regular basis. The post holder may occasionally be exposed to verbal abuse from service users this can be over the phone and face to face. This does not happen very frequently at most once or twice a month.
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