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JOB DESCRIPTION & PERSON SPECIFICATION

	SERVICE AREA:

	Neighbourhoods & Housing 

	POSITION NO: 	

	SECTION:

	Housing Management 
	GRADE: 		7	


	JOB TITLE:

	Tenancy Officer
	DATE PREPARED: November 2021 

	EVALUATION DATE:
	29th November 2021
	JE NUMBER: 	NC3849


	DIGNITY AT WORK: To show, at all times, a personal commitment to Looked after Children and treating all service users, customers and colleagues in a fair and respectful way, which gives positive regard to people’s differences and individuality (for example, gender, gender identity, nationality or ethnic origin, disability, religion or belief, sexual orientation, age).  Assists in ensuring equal access to services and employment opportunities for everyone and promotes the Council’s Equal Opportunities in Employment Policy.



	PURPOSE:
Working as part of a geographically focused team the role provides a housing landlord service to approximately 23,000 homes across the City.

The post holder will be the first point of contact for residents supporting them to manage their tenancies and ensure rent is collected in line with the Council’s tenancy agreement, housing legislation and policies and procedures; actions could have significant financial implications in managing a total rent debit of around £98m citywide.  

The role will deliver an excellent local Housing Management service to tenants and other stakeholders in the city. Ensuring areas are high performing by improving neighbourhoods through tenancy management, identifying issues and acting on feedback from customers and the community. 

The post holder will work closely with tenants, partners and other stakeholders to ensure schemes and projects run smoothly and that tenant and residents’ groups are supported.




	PRINCIPAL ACCOUNTABILITIES:
Please note decision making must be included within the Principal Accountabilities

	1.
	To promote and safeguard the welfare of children, young people and/or vulnerable adults, recognising risk indicators of different forms of abuse and neglect and making necessary referrals as required.

	2.
	Ensure tenants comply with the conditions of their tenancy agreement.  Investigate breaches of tenancy; gather information and evidence drawing on a range of data sources to inform decisions to manage the case. Serve legal notices on tenants, prepare reports and witness statements to ensure tenancy conditions are complied with.  Work with tenants, and partners to deal with issues where these are identified and find appropriate solutions. 

	3.
	Management of empty or abandoned properties making sure the property is safe and secure, and procedures are followed to end the tenancy correctly.  Follow housing legislation regarding specific situations including left in occupation, temporary absences and bereavement, including if suspicions are raised, or information is received from relatives/neighbours etc about the wellbeing of the tenant, a Tenancy Officer would be expected to attend at the property which would include having to check whether there are any unusual smells from the property and liaise with Police/ Fire services if access is required. The post holder will liaise with next of kin, bereavement services or Office of public trustee when managing tenancies where a tenant is deceased.  Where the deceased tenant has no next of kin the Tenancy Officer will carry out an inventory of property, arrange storage for any items in line with the Council’s duties under the Local Government Miscellaneous Provisions Act. This ensures properties are available to go through the void process in a timely way to be relet.

	4.
	The post holder will have responsibility for the day-to-day management of rent accounts within the Hull City Council housing stock. The post holder will be required to read and extract information, from a number of computerised financial management systems in order to determine the action required to manage a case in line with the Housing Policy and Procedures and ensure the pre-court protocol requirements are followed. The post holder will analyse information and evidence, drawing on a range of data sources to inform decisions using the bespoke housing financial management systems to ensure rent collection and the maximisation of income to the Housing Revenue Account is completed.  This will include assisting customers in applying for housing benefit, universal credit and other welfare benefits, discretionary housing payments or other similar schemes to support them in maintaining their rent payments. The post holder will also refer tenants for specialist advice e.g., debt advice or referrals to support agencies.

	5.
	The post holder will have responsibility for referring cases to county court for possession and carrying out evictions.  This will include preparing witness statements for possession hearings, and if required, preparing eviction and disqualification reports for Managers to demonstrate how potential tenancy enforcement action meets the agreed policies, procedures, and legislative requirements, within the court’s strict timescales.  Carries out the eviction and the ending of the tenancy, including situations which require working with County Court Bailiffs.  Clears properties and arranges storage in line with statutory obligations.

	6.
	The post holder will be first point of contact for individuals requiring urgent rehousing, some of whom may be at risk of serious harm/experiencing threats to life, including medical priority moves for people with severe mental health, downsizing moves for tenants who are under occupying/experiencing significant financial hardship and high-risk domestic violence cases.  Compiles emergency rehousing reports for Managers to approve. 

	7.
	The post holder will provide an effective Tenancy and Estate management service by leading on cases which includes gathering evidence, attending case conferences and work collaboratively with other agencies (internal and external), to support a customer in sustaining their tenancy. The post holder will also carry out routine tenancy visits to all council properties on a rolling programme within an agreed time frame. This is to ensure effective management of the housing stock, that records and systems are kept up to date and any resident welfare concerns are addressed.  This will also include responding to requests from tenants to make changes to their tenancy, dealing untidy gardens, investigate and report tenancy fraud or collect information and work with relevant teams to deal with vehicles abandoned on housing land.  

	8.
	The post holder will obtain quotes for various estate managements duties which include environmental, both in individual gardens, and communal areas, in order to inform decisions regarding the release of funds from various sources i.e., HRA, ward budgets and Joint Occasional funds e.g., working jointly with social services to support vulnerable tenants to prevent tenancy enforcement, improve health and wellbeing or property through monies applied for via the joint occasional fund. 

	9.
	The post holder will report repairs for all properties, communal areas, and Council owned garage sites. Where necessary the post holder will arrange access for a specific reason including repairs, improvements, permissions, and capital schemes.  There will also be a requirement to carry out joint visits to customers to ensure effective management of the tenancy and support with welfare where there are vulnerable residents, or residents identified as a potential risk.  Joint visits will also be required where requested by external agencies to support in access to the property and on other occasions such as repairs and lock changes.            

	10.
	The post holder will ensure the safety of our residents and in order to comply with the regulatory reform (Fire Safety) 2005 and any subsequent legislation e.g. Fire Safety Act 2021 and the potential Building Safety Bill by carrying out any associated work in respect to managing fire safety. This includes but not limited to assessments of common areas within fire risk buildings as required and working with residents and other partners to support vulnerable residents. This will also include any tenants that do not comply with the fire regulations and may result in having to take enforcement action as necessary.

	11.
	The post holder will carry out inspections of properties as necessary for a variety of reasons to identify defects, hazards, unauthorised alterations and improvements as required, including breaches of tenancy. To arrange for servicing of appliances to be completed in order to meet relevant legislation.eg. gas appliances. 

	12. 
	The post holder will attend local meetings or forums where required.  Act as an effective ambassador to promote the Neighbourhoods and Housing Service when working in partnership with customers and other stakeholders. Attend case conference meetings as necessary to represent the team where the Post Holder may be required to provide information and evidence in respect to casework e.g., family case conferences.    

	13.
	The post holder will be required to deal sensitively with customers applying informed and impartial decisions whilst following the Housing Services policies, procedures, and legislation to manage all casework as required throughout their role. 

	14. 
	The Health and Safety at Work etc. Act 1974 and associated legislation places responsibilities for health and safety on Hull City Council, as your employer and you as an employee of the council. In addition to the Councils overall duties, the post holder has personal responsibility for their own health, safety and wellbeing and that of other employees; additional and more specific responsibilities are identified in the Council’s Corporate H&S policy.

	GENERAL:
The above principal accountabilities are not exhaustive and may vary without changing the character of the job or level of responsibility. The post holder must be flexible to ensure the operational needs of the Council are met.  This includes the undertaking of duties of a similar nature and responsibility as and when required, throughout the various work places in the Council.






	
DIMENSIONS:  
All sections should be completed – if there aren’t any state ‘none’

	1.	Responsibility for Staff:

No direct line management responsibility however may be required to provide supervision in the absence of the Housing Tenancy Manager and Senior Tenancy Officer. 

The post holder will be required to train/mentor new staff members into the post as required.

The post holder will provide specialist support, training, advice & guidance to apprentices & Tenancy Assistants in relation to policies, procedures, & processes.


2.	Responsibility for Customers/Clients:

Responsible for the provision of delivering the housing service, working as part of a team, managing council tenancies for approximately 23,000 homes across the City. This will also include offering advice to private residents as required. 

The team have a responsibility for managing HCC housing land including garage sites and green spaces working in partnership with other service areas and agencies.
.
Responsibility for customers welfare in relation to mental and physical health. 

Responsible for the case management of all cases; including high risk cases and those with complex and multiple needs. 

3.	Responsibility for Budgets:

No direct budget responsibility however actions could have significant financial implications in managing a total rent debit of around £98m citywide.  

Post holder is responsible for obtaining quotes to carry out a variety of work across environmental works including tree cuts, fencing, and improvement schemes. 

Complete income and expenditure/budget plans/affordability assessments with tenants to assess their incomings and outgoings and to agree appropriate payment arrangements were required to help maintain their tenancy.


4.	Responsibility for Physical Resources:

Responsible for the handling and transportation of equipment (e.g. laptops) outside of the office base.

Post holder may also have access to a  Pool Car when required. They will need to ensure they adhere to HCC policy when operating vechicles. 




	WORKING RELATIONSHIPS:
All sections should be completed – if there aren’t any state ‘none’

	1.	Within Service Area/Section:

Most directly with other Tenancy Officers, Tenancy Sustainment Officers, Tenancy Assistants.  

Liaise with but not limited to other officers from the wider N&H team including Housing Investment Team, Strategy and Renewals, Area Teams, Private Housing, 

Regularly seeks advice, decisions and approval from Senior Tenancy Officers, Housing Tenancy Managers.  Also works regularly with Operation Manager and Practice Managers as required. 

2.	With Any Other Council Areas

Liaise with but not limited to Social Care, both adults and children services, Customer service and engagement, Housing Access, Environmental Health, Legal Services, Neighbourhood Nuisance Team. 

3.	With External Bodies to the Council

Liaise with but not limited to Civica, Hull DAP, Police, Fire Service, Mental Health Services, Probation Services, NHS, CAB, Prison Service, Mind, KWL and other external contractors. 




	ORGANISATION CHART: Please Provide Job Titles and Grades


	

	
	
	Immediate Line Manager
Senior Tenancy Officer 

	
	
	

	Other jobs (peers) that report to immediate line manager
Tenancy Assistant 
	
	This Position
Tenancy Officer 

	
	
	

	
	
	Direct Reports
n/a 











	
	Tick relevant level for each category
	

	
	Not applicable
	Low
	Moderate
	High
	Very High
	Intense
	




Supporting Information 
(if applicable)

	PHYSICAL DEMANDS:
Physical Effort and/or Strain – (tiredness, aches and pains over and above that normally incurred in a day-to-day office environment).
	


	

	X
	
	
	
	Post holder will be expected to regularly carry out visits, inspections, patch walks, consultations, and joint visits with partners as required. 


	WORKING CONDITIONS:
Working Conditions – (exposure to objectionable, uncomfortable or noxious conditions over and above that normally incurred in a day-to-day office environment). 


		

	
	
	X
	
	


	The job involves regularly visiting tenants in their own homes e.g. undesirable living conditions, damp issues, dirt, dust, drug paraphernalia, unpleasant/toxic smells, human and animal excrement. 

Visits include sites such as houses, bungalows, high rise blocks and low-rise flats as well as other settings such as hospitals, care homes and community centres. 

This can include joint visits with partners where risks are highlighted regarding ranging from and verbal abuse, dangerous animals and weapons.

As well as environmental issues, the post holder will be exposed to potential people related behaviours such as abusive tenants and must have a good knowledge of personal health and safety to prevent injury and harm.  


	EMOTIONAL DEMANDS:
Exposure to objectionable situations over and above that normally incurred in a day to day office environment.


	
	
	
	
	X
	
	Regular working with those most vulnerable with severe mental or physical disabilities to help sustain their tenancies or assisting in urgent re-housing moves. 

Dealing with complex people related behaviours to support them to maintain their tenancies with potentially disagreeable conditions and behaviours, including risk of harassment, supporting vulnerable residents and the risk of vexatious allegations.







	
PERSON SPECIFICATION
	Tick relevant column
	List code/s*

	The information listed as essential (the column that is shaded) is used as part of the job evaluation process.  The requirements identified as desirable are used for recruitment purposes only.
*Codes: AF = Application Form, I = Interview, CQ = Certificate of Qualification, R = References (should only be used for posts requiring DBS’s), T = Test/Assessment, P = Presentation
	Essential
	Desirable
	How identified 

	1. 
	Qualifications:

	
	Qualification in housing or related subject
	
	X
	AF & CQ

	
	5 GCSEs (A-C grade) including Mathematics and English or equivalent experience in a housing, social policy or related work area
	
X
	

	
AF & CQ

	2. 
	Relevant Experience:

	
	Evidence of dealing with the public in sensitive situations with an awareness of promoting equality and diversity
	X
	
	
AF & I

	
	Experience of applying policies and procedures to casework including meeting relevant legislation as required
	X
	
	AF & I

	
	Experience of dealing with members of the public both in person and via the telephone
	X
	
	AF & I

	
	Experience of using IT systems to manage, interpret and analyse data  
	X
	
	AF 

	
	Experience of working with a wide range of partners internally and externally to problem solve
	X
	
	AF & I

	3. 
	Skills (including thinking challenge/mental demands):

	
	The ability to plan work under pressure, use own initiative to organise and prioritise workloads to deadlines
	
X
	
	
AF & I

	
	Willingness to own and resolve issues using probing questions, and negotiation skills to reach a satisfactory outcome 
	X
	
	AF & I

	
	Confident in using bespoke IT systems, including the ability to analyse data across a range of financial computerised management systems
	X
	
	AF & I 

	
	Ability to follow procedures, make decisions and use delegated discretions
	
X
	
	
AF & I

	
	Ability to represent the Council in a professional and positive manner, ensuring political awareness, sensitivity and neutrality
	
X
	
	
I

	
	Ability to work effectively in a team and/or on own initiative 
	X
	
	AF & I

	
	Committed to customer care 
	X
	
	AF

	4. 
	Knowledge: 

	
	A knowledge and commitment to safeguarding and promoting the welfare of children, young people and/or vulnerable adults
	
X
	
	
AF & I

	
	A knowledge of arrears recovery processes and an understanding of the legal remedies available to the local authority to recover rent due
	x

	
	AF & I

	
	Good understanding of the Data Protection Act and the need for confidentiality
	x
	
	AF & I

	
	Knowledge of housing policies and procedures and how these are applied to deliver an excellent service
	x
	
	AF & I

	
	A knowledge of Welfare Benefits including Universal Credit
	
	X
	AF & I

	
	Knowledge of relevant legislation and policies and procedures relating to the Housing Service. 
	
	X
	AF & I

	
	Knowledge of services provided by partners and other agencies e.g., social care, fire service 
	
	X
	AF & I

	
	Knowledge of when to refer matters to supervision
	X
	
	AF & I

	
	Knowledge of Health and Safety procedures and fire regulations
	X
	
	AF & I

	5. 
	Interpersonal/Communication Skills:
Verbal Skills

	
	Ability to establish professional, effective working relationships with a range of partners/colleagues and children & young people and/or vulnerable adults
	
X
	
	
AF & I

	
	Ability to explain complex information such as policies and procedures in a clear, understandable and concise manner appropriate to the audience’s needs
	
X
	
	
AF & I

	
	Ability to recognise customers communication and access needs and address these professionally and appropriately
	
X
	
	
AF & I

	
	Well developed advocacy, negotiation and persuasion skills.  
	X
	
	AF & I

	
	Ability to communicate effectively with all service users 
	X
	
	AF & I

	
	Ability to deal with conflict in a professional manner 
	X
	
	AF & I

	
	Ability to listen sensitively and give appropriate advice, referring customers to other services as necessary
	
X
	
	
AF & I

	
	Ability to deal with sensitive issues in a caring, professional, appropriate and confidential manner with an awareness to data protection
	
X
	
	
I

	
	Written Skills

	
	Ability to produce clear written materials such as reports, letters, and statements which will be used in legal proceedings
	X
	
	AF

	
	Accurately record, collate, analyse and disseminate information as required
	X
	
	AF & I

	
	
	
	
	

	6.
	Other

	
	Ability to visit customers in a range of settings such as their own home, hospitals and community centres 
	X

	
	I

	
	Must have the ability to and be flexible regarding work location. 
	X
	
	I

	
	An awareness of and a demonstrable commitment to equality and diversity issues
	
X
	
	
AF & I

	

	The requirements listed below are not considered during the job evaluation process, but are essential requirements for the role that will be assessed during the recruitment process.

	
7. 
	Values and Competencies:

	
	The values and competencies listed below are all essential requirements for working at Hull City Council in any post; however, those that have been ticked as essential have been identified as key for this role and will be measured as part of the selection process.  They are not required to be addressed in your application form.

	
	Values:

	
	People First
	
	N/A
	I

	
	Respect
	
	N/A
	I

	
	Learning
	
	N/A
	I

	
	Ambition
	
	N/A
	I

	
	Partnership
	
	N/A
	I

	
	A copy of the Council’s Values and Behaviours can be accessed via the Council’s website – www.hullcc.gov.uk/jobs

	
	Competencies:

	
	Leading forward 
	X
	N/A
	

	
	Improving services
	X
	N/A
	

	
	Analysis and decision making
	X
	N/A
	

	
	Making things happen
	X
	N/A
	

	
	Communicating with impact 
	X
	N/A
	

	
	Collaboration 
	X
	N/A
	

	
	Developing self and others
	X
	N/A
	

	
	A copy of the Competency Framework can be accessed via the Council’s website – www.hullcc.gov.uk/jobs

	8. 
	Additional Requirements:

	
	Cross as an essential requirement if the candidate requires a Baseline Personnel Security Check (BPSS).
	  
	N/A
	

	9. 
	Disclosure of Criminal Record:

	
	The successful candidate’s appointment will be subject to the Council obtaining a satisfactory Disclosure from the Disclosure & Barring Service (if ticked as an essential requirement). 
	  
	N/A
	DBS Disclosure

	
	If the postholder requires a DBS disclosure the candidate is required to declare full details of everything on their criminal record.
	  
	N/A
	AF(after short listing)

	
	If the postholder requires a ‘Basic Disclosure’ or no disclosure is required, the candidate is required to declare unspent convictions only.
	X
	N/A
	AF(after short listing)
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