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JOB DESCRIPTION AND PERSON SPECIFICATION
	

SERVICE AREA
	

Neighbourhoods & Housing

	

POSITION NO: 	     

	SECTION:

	Housing Access
	GRADE: 		6


	JOB TITLE:

	Housing Assessment & Advice Officer

	DATE PREPARED:  8/4/22

	EVALUATION DATE:
	29th June 2022
	JE NUMBER: NC4719


	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:

The Housing Assessment & Advice Officer will deliver high quality and empathetic ‘front door’ to the housing service, delivering an initial ‘triage’ function which assists customers to navigate the service and understand their rehousing options, administers the authority’s housing list and provides practical assistance to applicants with their housing options.   

They will give good quality advice to those approaching the Council for advice about housing, ensuring the appropriate course of action is identified and taken with their case at the outset, according to their specific needs and circumstances.  They will give customers accurate and realistic advice about their housing options in order to manage expectations and ensure that people are supported to explore potential housing solutions.   They will make independent decisions on matters which involve an increased level of evaluation and judgement, such as priorities and direct lets, in accordance with legislation and policies and procedures.  They will provide guidance to Housing Assessment and Advice Agents as required.  

The Housing Access Service is a multi-disciplinary service which is the front door service to access housing in the city.  It provides a comprehensive housing advice and options service designed to prevent homelessness and rough sleeping, help customers find realistic and sustainable housing solutions which meet their needs from a range of options and allocate available council homes in a timely way.







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

	1.
	[bookmark: _Hlk107910092]Provides a professional, empathetic and high-quality service in response to customer and partner approaches for advice and assistance which may be in person, over the phone, in writing or via IT systems.  This will include dealing with enquiries that the Housing Assessment & Advice Assistants need to escalate.  Customer base includes clients in very stressful housing situations, those  experiencing trauma, addiction and those who can be hard to engage and/or present with challenging behaviour (emotional, obstructive, verbally aggressive and hostile).

	2.
	Delivers a ‘front door’ triage service to all customers who are approaching the council for housing advice (including those who are homeless), making an assessment of their needs and circumstances and deciding on the appropriate action for their case in accordance with agreed protocols.  This will include (but is not limited to) giving early homelessness advice with handover to the Homelessness Prevention & Options team, routing calls for temporary accommodation or the Domestic Abuse Housing Hub to colleagues immediately, giving realistic and accurate advice about whether an offer of council accommodation is likely and advising in accordance with the council’s Allocations Policy.  This may require work to be carried out in a range of settings including council offices/access points, customers’ homes, voluntary sector agencies and other community settings.

	3.
	Provides advice and practical assistance to customers with their housing options, including early/upstream homelessness prevention activity, holding a personal caseload.  This may include (but is not limited to) linking the customer in early with a Housing Sustainment Officer to prevent homelessness, registering applications onto the housing list including decisions on priorities, direct lets, downbandings and disqualifications, assisting customers with bidding, supporting them to register and search for a mutual exchange or register onto other providers’ housing lists, and linking in with wider Housing Access and Neighbourhoods & Housing colleagues to explore potential housing solutions in accordance with complex case protocols.  

	4.
	Liaises with registered housing providers to make nominations to their available properties, preparing and producing property adverts for this purpose where necessary.  Follows up nominations made, ensuring that the outcomes are recorded.

	5.
	Ensures that any potential barriers to accessing accommodation are identified and customers are supported to address these at the outset to prevent problems later down the line.  This includes carrying out pre-tenancy and affordability checks and taking into account when considering priorities and direct lets,  signposting to benefit maximisation advice, tenancy sustainment or mental health support, linking in with colleagues around the provision of  furniture packages where necessary or supporting those with poor tenancy/housing histories to explore their most appropriate housing options, including giving advice about how to appeal against disqualifications or downbandings.   

	6.
	Maintains an expert knowledge of wider Housing Access Team priorities and issues, relevant legislation, policies, procedures and trends in order to make independent decisions on more complex issues that come through the Housing Assessment and Advice Team.  These decisions may include (but are not limited to) supporting the Assessment & Advice Agents with their decision making, considering and awarding direct lets and priorities and disqualifying applicants from the housing list within agreed protocols.  

	7.
	Administers their workload efficiently ensuring accurate and professional information is recorded on systems as appropriate.  Collates statistics where required regarding team activity to feed into performance management activity and ensures that the required information is fed back to government HCLIC (homelessness) and CORE (lettings) returns. 

	8.
	Prioritises their own caseload and also collaborates with their team to identify pressure points and agree and contribute to team priorities, to meet the demands of the service and ensure targets are met.   

	9.
	Attends case conferences and represents the team at multi-agency meetings and events as required.

	10.
	Mentors new starters to the service as deemed appropriate.

	11.
	To promote and safeguard the welfare of children, young people and/or vulnerable adults.

	12.
	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 postholder 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:
Provides support, guidance and mentoring to other staff 

2.	Responsibility for Customers/Clients:
The service can expect to receive upwards of 3000 homeless approaches in a year and 6000 housing list applications.  The service also deals with thousands of enquiries and requests for contact every month.  The postholder is responsible for making decisions that will directly affect customers’ housing prospects and outcomes.

3.	Responsibility for Budgets:
None
4.	Responsibility for Physical Resources:
Laptop and mobile telephone.


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

	1.	Within Service Area/Section:
Most directly with colleagues in the Housing Access Service.  Regularly gives case advice to colleagues and seeks advice from more senior officers in Housing Access.  Liaises with colleagues from the Housing Management Teams, Practice Management, Rough Sleeper and MEAM teams and colleagues across the wider Housing Access & Wellbeing Service and Neighbourhoods & Housing Service as required.  

2.	With Any Other Council Areas
Professional relationships with colleagues across the Council including (but not exclusive to) social care, Welfare Rights, Customer Experience, Members Support and Waste Management.

3.	With External Bodies to the Council
Liaising with private landlords, supported housing providers, housing related support providers, voluntary & third sector organisations, Citizens Advice, DWP, Probation, Police, Health, utility companies, suppliers etc.
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	ORGANISATION CHART: 


	                                      
	
	
	Immediate Line Manager
Housing Assessment & Advice Team Leader 
(Grade 8)

	
	
	

	Other jobs (peers) that report to immediate line manager
Senior Housing Assessment & Advice Officer
(Grade 7)

Housing Assessment & Advice Assistant
(Grade 4)

	
	This Position
Housing Assessment & Advice Officer
(Grade 6)


	
	
	

	
	
	Direct Reports
None


       








	
	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).
	|_|
	[bookmark: Check2]|X|
	[bookmark: Check1]|_|
	|_|
	|_|
	|_|
	Carrying of laptop and paperwork.  

	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|
	|_|
	|_|
	
|_|

	There may be occasional requirements to visit clients in their own homes and other settings.  This may include property visits and exposure to damp, dirty and hazardous conditions.   Customers may be verbally aggressive.

	EMOTIONAL DEMANDS:
Exposure to objectionable situations over and above that normally incurred in a day to day office environment.
	|_|
	|_|
	|_|
	|X|
	|_|
	|_|
	Customer base includes clients in very stressful housing situations, those  experiencing trauma, addiction and those who can be hard to engage and/or present with challenging behaviour (emotional, obstructive and hostile). 





	
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:

	
	Level 2 qualification in relevant subject (e.g. CIH professional qualification or other related social subject) or relevant equivalent experience.
	|X|
	|_|
	AF/CQ

	2.
	Relevant Experience:

	
	Experience of dealing with the public in sensitive situations 
	|X|
	|_|
	AF and I

	
	Experience of delivering customer services ensuring excellent customer experiences
	|X|
	|_|
	AF and I

	
	Experience of managing and working to tight deadlines in a very busy environment 
	|X|
	|_|
	AF and I

	
	Experience of handling sensitive and emotive data
	|X|
	|_|
	AF and I

	
	Experience of making own decisions in accordance with complex legislation and/or policies
	|X|
	|_|
	AF and I

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

	
	Motivated to deliver high quality, responsive services and outcomes to residents and in particular young people, vulnerable adults and those in need of support.
	|X|
	|_|
	I

	
	Ability to form and maintain appropriate professional relationships and boundaries with customers.
	|X|
	|_|
	AF and I

	
	Ability to work in an empowering way with customers who may be homeless or living in otherwise unsuitable/stressful conditions
	|X|
	|_|
	AF and I

	
	Ability to work flexibly and effectively within a team
	|X|
	|_|
	AF and I

	
	Ability to use initiative to appropriately prioritise work according to service pressures and to meet individual deadlines and targets
	|X|
	|_|
	AF and I

	
	Confidently uses and interprets policies, procedures, data and other information to make independent decisions.  Willingness to own and resolve issues.
	|X|
	|_|
	AF and I

	
	Uses professional judgement in making decisions which are ethical and consider the wider picture and implications for the customer, service and partners.
	|X|
	|_|
	AF and I

	
	Demonstrates a positive attitude to change; the service and working practices will constantly evolve and adapt to changing legislation, operating environment and demands.
	|X|
	|_|
	AF and I

	
	Ability to use Microsoft Office systems (Outlook, Word, Excel) and to record accurate data both in IT systems and written form
	|X|
	|_|
	AF 

	4. 
	Knowledge:

	
	Knowledge of General Data Protection Regulations 2016
	|X|
	|_|
	AF 

	
	In depth knowledge of housing legislation, in particular that relating to homelessness and social housing allocations.  
	|X|
	|_|
	AF and I

	
	Knowledge of supply and demand issues in respect of social housing and the range of housing options that are available
	|X|
	|_|
	AF and I

	
	Knowledge of welfare benefits
	|_|
	|X|
	AF 

	
	Knowledge of the CIH’s professional standards for housing professionals and commitment to work within these standards
	|X|
	|_|
	AF and I

	5. 
	Interpersonal/Communication Skills:
Verbal Skills

	
	Ability to establish and maintain positive professional and effective working relationships and boundaries with a range of partners/colleagues and customers, including young people and vulnerable adults.
	|X|
	|_|
	I

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

	
	Ability to explain complex information such as policies and procedures in a clear and concise manner
	|X|
	|_|
	I

	
	Ability to recognise communication needs and address these professionally and appropriately, including communicating effectively with those who may be distressed and those who exhibit challenging behaviour.
	|X|
	|_|
	AF and I

	
	Written Skills

	
	Ability to produce clear written information to customers quickly and accurately with a high standard of spelling and grammar.
	|X|
	|_|
	AF 

	6.
	Other:
	
	
	

	
	May be required to work from different locations according to the principles of worksmart in order to meet service and team demands including (but not limited to) various council offices, other organisations’ premises and customers’ homes.
	|X|
	|_|
	AF

	
	Must demonstrate a commitment to/behave in accordance with the principles of equality and diversity 
	|X|
	|_|
	AF and I

	
	Must demonstrate a positive approach to self-development and learning
	|X|
	|_|
	AF and 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
	

	
	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 
	
	N/A
	

	
	Improving services
	
	N/A
	

	
	Analysis and decision making
	
	N/A
	I

	
	Making things happen
	
	N/A
	I

	
	Communicating with impact 
	
	N/A
	I

	
	Collaboration 
	
	N/A
	I

	
	Developing self and others
	
	N/A
	I

	
	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 Basic Disclosure from the Disclosure & Barring Service (if crossed as an essential requirement). 

# Service area to delete as necessary.
	X
	
	DBS Disclosure
OR
Basic Disclosure

	
	If the postholder requires a Standard or Enhanced disclosure the candidate is required to declare full details of everything on their criminal record
	
	
	

	
	If the postholder does not require a DBS disclosure, or requires a Basic Disclosure check only, the candidate is required to declare unspent convictions only.
	X
	
	AF(after short listing)
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