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	Post Title
	Lettings Officer 

	Post Number
	009353

	Business Unit
	Community Advice and Support

	Business Unit team
	Housing and Communities

	Accountable To (Line Manager)
	Housing Supply Manager 

	Responsible For (Direct Reports Post Title)
	N/A


Job purpose
To manage and maintain the council’s housing register in line with Stevenage Borough Council Allocations Policy.  To ensure that the council’s vacant properties are let in accordance with agreed processes and within agreed timescales to ensure minimal rental loss. To assist customers with a housing need with ongoing advice and assistance where necessary and signposting customers to other colleagues or organisations for help with housing and related support

Organisational position



Key tasks, duties, responsibilities and accountabilities of the post 
[bookmark: _Hlk133571997]Allocations
· To manage the advertising and allocation process of Stevenage Borough Council properties and nominations to our Registered social landlord partners via the Choice Based Lettings vehicle in accordance with the Allocations Policy and Local Lettings Policies.

· To be responsible for the banding of housing register applications and ensure priority is awarded in line with the Allocations Policy and H Housing Act 1996 (as amended)

· To verify by investigation and evaluation, that housing register applicants are, and remain, eligible for offers of rehousing. More complex cases can involve fraud detection, child residency and home ownership.

· Effectively manage the ‘direct’ offer list and an Assisted Bidding Scheme for vulnerable people and for those required to move as a result of policy decisions. Identity suitable adapted properties for people needing aids or adaptations in their present home, in order to curtail unnecessary spending.

· Where appropriate to arrange and carry out multiple viewings and lettings to minimise void loss.

· To interview and visit applicants in their homes or elsewhere where required to assess housing need  and make appropriate referrals on issues of suspected safeguarding issues any other forms of abuse or neglect and environmental health.

· To undertake suitability assessments on accommodation offers where required.

· Manage sensitive lets where applicants have come through schemes such as the Adult Offenders Protocol.

· Taking steps to ensure personal safety such as attending with another officer and ensuring supporting colleagues in this. Use of lone working device and buddy system for all viewings, lettings and visits.

 
Advice/Decision making
· To maintain a current, comprehensive knowledge of alternative housing, in order to ensure any duties owed are discharged and to advise applicants on all their housing options in conjunction with colleagues in the Housing Options, Housing Supply and Temporary Accommodation teams. 

· Manage an ongoing caseload meeting the needs of all clients, especially the vulnerable with more complex housing needs. Acting as an advocate for applicants applying for additional priority to ensure that their requests are treated equitably.

· Triage complex medical forms to ensure, as far as possible, that only appropriate forms are sent to the Medical Adviser for assessment. To review and input results of medical assessments accurately, quickly and with regard to confidentiality. 

· To investigate, resolve and respond to complaints, appeals and enquiries within the published deadlines.

· To advise applicants of decisions made, in a manner sensitive to the particular needs of an individual customer or a diverse communit
· Attend adult and child safeguarding meetings when required by Children’s Services and Social Services.

· Evaluate cases that may fall outside the Allocations policy and prepare case reports for, and present them to, the Housing Panel.

· Assist in the preparation of court papers where required.


One Team 
· To maintain effective working relations with other teams, to ensure that properties on notice are identified for inclusion in the Choice Based Lettings vehicle and ensure that they are advertised correctly and void periods minimised.

· To liaise with the Next Step Lets Team and Environmental Health Team on private rented sector housing concerning the financial implications and eligibility for HR applicants.

· To contribute to customer focus groups and Neighbourhood forums.

· To work in partnership with the Stevenage Direct Services and participate in the continuous monitoring and reporting of void activity to ensure that works to empty properties are carried out in a timely manner and meet all agreed targets and standards. 

· To work in partnership with other statutory and voluntary organisations to assist both new existing applicants.

· Mentoring and training colleagues within the team and in the Business Support Team


Financial responsibilities
· Responsibility for accurately advertising available properties via the weekly cycle of choice based lettings advertisements, shortlisting bids and letting empty homes in the shortest possible time to avoid unnecessary loss of revenue.

· To ensure that the first week’s rent is paid by the new tenant at the sign up and an agreement for future payments is made. Liaising with other internal departments to ensure relevant information is shared.

· To protect Stevenage Borough Council’s financial interests by identifying any arrears or debts before a letting or before downsizing payments are made to ensure income maximisation.

· To work closely with Council Tax and Housing Benefit (shared services) staff and with other internal and external partners, to maximise benefit take-up but also to prevent both benefit and housing fraud.

· To maintain appropriate and accurate records to ensure that every case has a clear audit trail of actions and decisions.

· Determine an appropriate decorating allowance to be gifted and ensure all former arrears are cleared before completing the payment.

· Participate in interviews ”under caution” where fraud is detected. 

The role’s key contacts and level of relationships with individuals, groups of people, agencies and external organisations
· Colleagues in all Housing Teams, Community Safety and Stevenage Direct Services 
· Local Councillors
· Resident Groups
· Internal and external partners
· Committee Chairs 
· Variety of agencies and professional bodies 



Governance, Corporate and other responsibilities
· Adhere and ensure compliance to the Council’s policies, rules and procedures including, Health and Safety, Equality & Diversity, information management including Data Protection, HR, all other legislative responsibilities, governance, financial and procedural rules.  
· Ensure compliance to the organisation’s Code of Conduct in the delivery and provision of services to staff and the community.
· Be prepared to undertake additional duties not included above that are appropriate to the job grade and qualifications, skill and experience as contained within the Person Specification, recognising that this Job Description will be kept under review and may be amended at the Council’s discretion to ensure organisational needs are met.
Safeguarding



Stevenage Borough Council (SBC) is committed to safeguarding and promoting the welfare of children, young people and vulnerable adults and expects all staff, volunteers and recruitment candidates to share this commitment. SBC shall take all reasonable steps to employ staff who are safe to work with children, young people and vulnerable adults. For posts identified with regular contact with these groups applicants will be required to undertake a Value Based Interview. The council supports the legislative requirements for employing and maintaining safer staff and the guidance specified by Hertfordshire Safeguarding Adults Board.
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	Required Skills and Competencies
	Essential / 
Desirable
	How to be Assessed
Application (A)
Test (T)
Interview (I)

	Knowledge and Skills 
	Ability to evaluate complex matters, policies and procedures and to provide a relevant and effective resolutions in a logical, clear and concise way.

	Essential
	
Application, Test, Interview

	
	Ability to build effective working relationships.
	Essential
	Application, Interview

	
	Commitment to customer care and ability to remain calm and confident when dealing with challenging customers in emotional or potentially violent situations.
	Essential
	Application, Interview

	
	Resilience to deal with complex and challenging ongoing cases.
	Essential
	Application, Interview

	
	Ability to communicate effectively and manage expectations in all formats including the use of negotiation and influencing skills.
	Essential
	Application, Interview

	
	Ability to work on own initiative and as part of a team.
	Essential
	Application, Interview

	
	Ability to work with a range of administrative and IT systems and to present, extrapolate and analyse information.
	Essential
	Application, Interview, Test

	
	Good organisational skills and the ability to manage own workload within agreed targets.
	Essential
	Application, Interview

	
	Personal drive and commitment.
	Essential
	Application, Interview

	
	Working knowledge of legislation including allocations, homeless and immigration law.
	Essential
	Application, Interview, Test

	
	Understanding of the principles of equality, diversity, safeguarding principles and Data Protection, including UK GDPR.
	Essential
	Application, Interview, Test

	
	Political awareness and understanding of current Social Housing issues with an open and objective attitude.
	Desirable
	Application, Interview

	
	Charted Institute of Housing or equivalent practical knowledge and experience of the social housing sector.
	Desirable
	Application

	Experience

	Working in a performance management environment and meeting personal and team targets.
	Essential
	Application, Interview

	
	Communicating effectively both orally and in writing with colleagues members of the public.
	Essential
	Application, Interview

	
	Working in the public sector or Registered social landlord environment preferably within a voids or lettings environment.
	Desirable
	Application

	Behaviours and Competencies

	Effective decision making
Accountable for making sound decision making judgments.
Clearly articulates, both verbally and in writing, how a decision has been made.
Provides feedback and seeks advice in the decision making process.
	Essential
	


Interview

	
	Collaboration
Establishes effective relationships with a range of stakeholders.
Actively works to develop their understanding and awareness of other areas of the organisation, outside of their immediate team.
Listens to others and shares learning and knowledge in the spirit of continuous improvement.
	Essential
	


Interview

	
	Effective performance
Encourages personal and team development to support continuous organisational improvement. 
Values feedback and how this is supports development, taking account of the diverse workforce and preferred workstyles. 
Recognises they are responsible for the quality of the work they and the team produce and upholds high standards.
	Essential
	


Interview

	
	Delivering at pace
Take a positive approach to their own and teams work. 
Takes personal responsibility for delivering expected outcomes and standards, delivering at pace. 
Identifies challenges and barriers to delivering services and resolves or escalates appropriately. 
Sets themselves realistic and stretching goals to continuously improve service delivery.
	
Essential
	
Interview

	
	Customer focussed
Communicates clearly to customers the service which can be provided. 
Works collaboratively with team to agree service standards. 
Responds professionally to feedback received and shares learning with relevant stakeholders. 
Sets out a clear workplan/priorities for the team to deliver.
	Essential
	


Interview

	
	Financial awareness
Ensures information and financial data is accurate, reusable and accessible to stakeholders. 
Recognises responsibility for ensuring appropriate use of resources and challenges appropriately. 
Ensures financial activity is in accordance with the Council’s policies, procedures and regulations.
	Essential
	


Interview

	Any Other Attributes required for the role not mentioned above  

	Ability and willingness to travel to other locations as required for the role.
	Essential
	Application, Interview

	
	Flexible attitude to working hours as evening as evening and weekend work may be required. 
	Essential
	Application, Interview

	
	Requires enhanced DBS check
	Essential
	Application

	
	Must have full UK driver's license and vehicle with business insurance 
	Essential
	Application
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