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	Job Title 
	Tenancy Services Assistant 

	Team
	Neighbourhood Services 
	Grade
	6



Overall job purpose:
	Purpose of Job

· To provide a full range of administrative, clerical, and organisational tasks to support the neighbourhood services team.

· To provide a first response service to tenants living in the council’s accommodation, relating to tenancy and estate management, lettings, and income recovery

· Assist in the maximisation of income for the council by carrying out low-level income recovery work.





Key areas of focus:
	1.
	Undertake administrative and office support activities for the neighbourhood services team to enable them to deliver their role, including organising diaries, arranging appointments, and composing letters.



	2.
	To be responsible for completing low level income recovery work in line with council policies, negotiating repayment agreements, taking payments, and setting up direct debits.


	3.
	To provide a front-line customer focused service on all aspects of Neighbourhood Services. Responding to all resident and staff enquiries in accordance with the council’s policies and procedures and good practice to ensure enquiries are responded to efficiently, consistently, and fairly. 


	4.
	To contribute to continuous improvement of systems and processes to provide the most efficient and effective service possible.


	5.
	Undertake research for team projects and/or queries, including the use of the internet, reviewing policies and procedures and other sources as required.

	6.
	To set up and maintain office systems and procedures necessary for the effective management and monitoring of the neighbourhood services workload, and to produce reports as requested.

	7.
	To order and maintain stationery and equipment supplies, raising purchase orders and processing invoices in line with procedures, updating financial systems where required.

	8.
	To take part in team meetings, including coordinating organising venues, and taking minutes.

	9.
	[bookmark: _Hlk16852854]To attend and be responsible for self-development by attending relevant training appropriate to the responsibility of the post and to participate in annual staff appraisal scheme.


	10.
	To maintain systems and produce reports as requested by your manager.

	11.
	To ensure that systems are used fully to support the production of performance reports and monthly stats

	12.
	To investigate and provide information, within specified timescales, to your manger in response to service enquires or complaints from local councillors, MPs, and the Housing Ombudsman.

	19.
	Any other duties that are appropriate with this post.



	20.
	To communicate effectively and openly with staff and customers ensuring   engagement as far as possible across all levels. 


	21.
	To model the values and behaviours expected from staff that are consistent with “Arun Cares” competency framework.


	22
	To maintain effective management systems and be responsible for complying with all the Council’s policies, procedures, regulations, and initiatives equality and Diversity, Health and Safety and Safeguarding. 


	23
	To ensure that all works completed are in accordance with Arun District Council’s standing orders, financial regulations, legal requirements, and statutory and regulatory obligations, ensuring adequate monitoring and auditing processes are in place.


	24
	To positively represent and promote Arun District Council.


	25
	To develop effective working relationships with internal and external customers, colleagues, and agencies to ensure the highest standards of service are achieved.


	26
	To maintain comprehensive, accurate, and timely records of all contacts and actions fully utilising all IT systems operated by the Council.


	27
	To carry out any other duties appropriate to the grading of this post as required by any member of the Residential Services management team.




Role Requirements
The following outlines the criteria for this post. Applicants will be shortlisted and interviewed to access if they meet the criteria for the role. 
	
Criteria
	Essential
	Desirable

	Professional Qualifications          

	Education

Minimum of English and Maths at GCSE grade C or above or equivalent

	X
	

	Experience

	Minimum of 2 years’ experience of working for a local authority or housing association delivering front line customer service.

	X
	

	Minimum of 1-year experience of dealing with customer enquiries regarding all matters relating to tenancy management and income recovery.

	
	X

	Experience of dealing with vulnerable customers.

	X
	

	Knowledge

	Working knowledge of Housing Act Law

	
	X

	Working knowledge of tenancy agreements 

	
	X

	Working knowledge of safeguarding practices

	
	X

	Competencies

	Able to gain insight into customer needs to build and deliver solutions that meet expectations and maintain effective relationships.

	X
	

	Pulls the team together, can work in collaboration internally/externally to achieve an end result.

	X
	

	Demonstrates, and actively seeks to evolve with own self-awareness, self-management (emotional self-control/adaptability/ outlook), social awareness (empathy) and relationship management.
	X
	

	Able to consider different perspectives, and Council needs and procedures in balance when making decisions and solving problems.

	X
	

	Actively seeks out best practice and CPD to understand current issues related to the department, sector and profession to make informed decisions.

	X
	

	[bookmark: _Hlk152929379]Behaviours

	Raises the confidence and hope of others with positivity and by showing gratitude, helping them to see the value in what they are doing.
	X
	

	Uses initiative, contributes to and implements new progressive processes or projects that will improve service delivery.
	X
	

	Builds trust by meeting all commitments, demonstrates honesty and integrity and acts as a role model
	X
	

	Ability to remain flexible and resilient when encountering new or different circumstances, and identifying solutions.
	X
	

	Health and Safety

	
	Yes
	No

	Does this role require a Basic DBS check?
	X
	

	Will the post holder be required to take card payments via MOTO. (If yes – needs basic DBS).
	X
	

	Is this a Political restricted post?
	
	X

	Does this role require any out of hours/ weekend/ evening/ rota work?  
	
	X

	Does this role require a driver’s license and access to a vehicle?
	
	X

	Does this role attract an essential car user allowance?
	
	X

	Does this role attract a market supplement?
	
	X

	Does this role require a uniform?
	
	X

	Any manual handling involved?

	
	X

	Does this post involve working with VDUs?

	X
	



[image: A picture containing logo

Description automatically generated]
[bookmark: TITUS1FooterEvenPages][image: A picture containing logo

Description automatically generated]


[image: A picture containing logo

Description automatically generated]
image1.png




image2.jpg
#SettingYouUpToSucceed




