February 2010
Dear Applicant

JOB TITLE:
 
Housing Officers
BASED:
 
East Region
REF:


HO209
 
SALARY:

£28,500 pa plus annual performance bonus
Contract:

Permanent, Full time
 
Please find enclosed:

Job Description

Person Specification
Competency Profile
Guidance Notes

Equality & Diversity Statement 
To apply please go to our website at www.familymosaic.co.uk where you can find our online application form.
Please do not complete more than 2 extra sheets (single sided) when completing the section on the application form marked ‘Personal Statement’.  The closing date for the receipt of completed application forms is strictly 4pm on  the 25 February 2010.
PLEASE ENSURE YOU RETURN YOUR COMPLETED APPLICATION FORMS TO THE HR DEPT AT FAMILY MOSAIC GROUP, ALBION HOUSE, 20 QUEEN ELIZABETH STREET, LONDON, SE1 2RJ.  

Unfortunately, because of the resource implications, we will not be able to reply to those candidates who are not shortlisted.  Therefore if you have not heard from us within four weeks of the closing date, please assume that on this occasion you were not successful.

I look forward to receiving your completed application form.

Yours faithfully

Malini Indrasenan

HR Advisor (Recruitment) 
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Job Description

Housing Officer – Tenancy Management 

	Directorate:
	Housing 

	Reports to:
	Area Housing Manager

	Reporting Line:
	None

	Budget Responsibility:
	Authorisation of up to £250


Purpose:

To provide a high quality and prompt housing management service to Family Mosaic customers. To offer advice and support to tenants, to assist them to access all Family Mosaic services and to ensure tenancy conditions are enforced.

To raise the profile of Family Mosaic services and ensure improved customer satisfaction. 

The post will not be office based.  Housing Officers are expected to spend most of their working time visiting tenants and working in suitable places close to their specific patches in order to attend appointments as soon as possible after they are made.  

Key Responsibilities:

Manage a complex caseload and instigate legal action as necessary for enforcement of tenancy conditions.  

Develop and maintain effective relationship with neighbourhood services, including:
Police
Anti Social Behaviour Unit
Youth services
Other landlords
CAB
Debt advice agencies
Floating support and other Supporting People contracts


Maintain effective relationships with internal services, including:
Community Regeneration
Income Collection
Voids and Allocations
Asset Management
Welfare Rights and Support Services

Be an advocate for tenants to ensure they can access all key services both internally and externally.
Effectively manage estates and communal areas to ensure a high quality of estate services and continuous improvement to the environment.
Be the Contract manager for all estate contracts except repairs.

Sign up new tenants explaining policies and services, tenants’ legal and welfare rights and tenancy obligations.
Promote tenant involvement by attending and servicing meetings.  Work with tenant representatives to improve service delivery and taking full account of tenants’ needs.
Assist tenants with support needs to access services to enable tenancy sustainment

PERSON SPECIFICATION / COMPETENCIES 

Please demonstrate on your application form that you possess the knowledge and qualities set out in the bullet points below:  

Technical Skills 
· Ability to understand and apply landlord and tenant legislation

· Ability to represent the Association in the County Court and liaise with solicitors

· Interviewing, advisory and negotiating skills 

The above skills are not essential, and training can be given where applicants do not have relevant experience

· IT literate and competent in the use of Microsoft packages and an integrated housing management system

Pleasing the Customer

· Able to work with customers in a sensitive manner to ensure tenancy conditions are maintained

· Demonstrable experience of anticipating, meeting and improving standards set for customer service, balancing their expectations with available resources 
Communicating Effectively 
· Strong written and verbal communication skills demonstrating the ability to write clear, concise letters to tenants and others 
· Demonstrable experience of good record keeping and information recording

Business Awareness

· Able to assess risk to customers, yourself and other staff

· Able to implement the Association’s equal opportunities policy as an 

integral part of duties
Team Working 

· Demonstrable experience of working and communicating well with colleagues 
Learning & Developing 

· Continuously updating and improving your working knowledge through 

various means, on your own as well as in organised training 

Achieving Results
· Work outside normal working hours, including a later shift one day a week from 1-9pm and occasional evening and Saturday meetings and events  
· Ability to work alone, providing own motivation to meet deadlines

· Demonstrable ability to manage a complex caseload, identifying and prioritising work to meet targets and respond to the demands of various different customers, both within and without the organisation

Approach to Change
· Able to demonstrate a willing and flexible approach to working in a constantly changing environment 

 GUIDANCE NOTES TO APPLICANTS

Thank you for applying for a recruitment pack.  The covering letter indicates what details should be included in the pack.  All packs will contain a job description and the person specification listing the skills needed for the post, a list of the competencies, an application form and our Equality & Diversity policy.  
Family Mosaic shortlists applicants for interview by matching the details given on the completed application forms against the job description and the necessary skills stated.  We will be looking for clear evidence to show whether or not an individual’s experience, skills and knowledge match those set out in the job pack.  
All parts of the skills and competencies should be addressed, as information not given or made explicit on the application form cannot be taken into account in the shortlisting process.  Please note that CVs are not accepted and any information given on a CV cannot be considered.

It is therefore important that you pay particular attention to these documents and make reference to them whilst completing your application form in a precise but informative manner.

The presentation of the application form is also important.  Care should be taken in completing the application form.  If you are completing a hard copy form please note that forms will be photocopied and therefore should be typed, printed on computer or completed in black ink.  If hand written, the handwriting should be legible.  If you are completing our online form remember your progress will be saved so you can return later if you are not able to spend as much time as you would like initially.  Depending on the level and type of tasks involved in the job, standards of English ie. Spelling and grammar may also be taken into account in the shortlisting process.

Written communication skills can also be judged by the way the application form is completed, ie. the standard of English, organisation of information given on the application form and the quality and clarity of the information given.

Section 4 of the form (section 5 if you are completing the online application form) is the most important part of the form as far as ‘making your case’ for shortlisting goes.  Please use this section to make clear what skills, knowledge and abilities you have, citing whatever evidence you can.  If you have not been in work before or recently, or if you have not been in a similar job before, you should consider whether you have gained any useful skills or experience in, for example, voluntary roles, perhaps helping with a local group or club.

You are advised to draft out your application before completing the form; it would also be a good idea to take a photocopy of your application for reference purposes.  Your completed application form should be returned by the time stated on this job pack on the closing date.  Late applications will not be considered under any circumstances.  Good luck with your application.

Family Mosaic
Equality and Diversity (Ten key themes)

Family Mosaic recognises that certain groups and individuals are more likely to suffer discrimination and face inequality through unfair or unreasonable behaviour towards them.  As an employer and provider of housing, we are committed to making sure that no one receives less favourable treatment because of their race, gender, disability, AIDS/HIV status, age, sexuality, religion or creed.

The organisation will abide by the Disability Discrimination Act 1995, Race Relations (Amendment) Act 2000, and the Sex Discrimination Act 1975, and will implement the provisions of the CRE codes of Practice for Rented Housing and Employment, the EOC Code of Practice for Employment, and the National Disability Council’s Code of Practice.


Family Mosaic will:

1.
Have an open and accountable allocations policy.

2. 
Provide services that meet the needs of the diverse nature of our client group.


3.
Be sensitive to the needs of vulnerable individuals and groups.


4.
Take action against staff, tenants, partners or contactors who are guilty of harassment.

5.
Support disadvantaged groups by helping them to meet their housing needs.

6.
Monitor allocations, recruitment, complaints and appointment of contractors to ensure equality in standards of service and access to opportunity.

7.
Build homes which meet the needs of all sections of the community.  

8.
Employ people who reflect the diverse range of people we serve.  If certain groups are under-represented we will take positive action to improve the situation.

9.
Try to employ local contractors who reflect the communities they serve.

10.
Aim to ensure that our committees, advisory panels, working groups and Board represent the needs of the diverse nature of our client group.







