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Viewpoint Housing Association (VHA) is a registered non-profit making organisation providing a range of general needs housing, supported housing and care services for older people in Edinburgh, the Lothians and Fife. With an annual turnover in excess of £18m, we own 1340 properties across the areas with two care homes in Edinburgh 
Established in 1947, our primary objective is to improve the quality of life and well-being of our tenants and care home residents through promoting independence, enabling choice and offering peace of mind in a safe, secure and supported environment. VHA’s continued strong financial performance provides the platform on which we will invest in homes that are fit for the future, fuel efficient and are the best achievable standard whilst remaining affordable. 

Our customers are at the heart of what we do and we are creating a culture of continuous improvement in the services we deliver and we want them to choose us as their preferred landlord and care home provider.

	
                  JOB DESCRIPTION



	Job Title
	Housing Officer

	Reports To
	Housing Team Leader

	Department/Section
	Housing & Care

	Location
	Head Office, 4 South Oswald Road, Edinburgh

	Date
	April 2023


	Job Purpose 


	Reporting directly to your locality Housing Team Leader, you will be responsible for providing an efficient and effective front-line service, delivering high quality housing management services to VHA’s tenants across all tenure types and support, manage and develop the Senior Sheltered Housing Coordinator within your area of responsibility. 

You will deliver excellent performance results that meet the strategic objectives of VHA within a culture that demands high level tenant engagement, therefore you will be visible and well known within the communities in which you work.   

You will deliver high quality, responsive services offering personalised solutions for our tenants, reporting colleagues and the communities in which you work.  

You will be naturally customer focussed and have a 'can do' attitude to ensure that our customers’ experience of services remain positive.  You will understand the importance of working with our partner agencies to achieve great outcomes for the organisation and our tenants.

You will work with colleagues from a variety of backgrounds with an approachable and solution-oriented style; keen to support and drive the development of a positive working culture across the organisation and able to represent the organisation in all that they do.




	Key Responsibilities


	· Delivery of high quality customer focused housing management services which meets our commitments as detailed within our policies and procedures.

· Support the delivery of effective and efficient customer-focused housing services that meet our customers’ needs and continually meet our legal obligations, regulatory requirements as well as individual, departmental and organisational objectives.

· Ensure that our Housing Strategic objectives and vision are communicated, shared and understood as well as translated into agreed objectives and plans in your area of responsibility.

· Demonstrate and support a culture where VHA’s desired behaviours, attitudes, integrity and its unique personality are communicated to, and reflected in, the corresponding everyday work, actions and attitudes of the team and the wider organisation.

· Support the management and development of the housing team, through the direct line management of the Senior Sheltered Housing Coordinator within your locality patch ensuring consistency in service delivery to tenants.

· Monitor and support the performance of onsite colleagues through the line management of Senior Sheltered Housing Coordinators advising on or escalating concerns should they arise.

· Engagement in regular and constructive meetings and supervision with your line manager and team.
· Support in the recruitment of Sheltered Housing Coordinators into onsite roles including the Senior Sheltered Housing Coordinator function.

· Act as a positive role model within your department and wider organisation; taking advantage of all opportunities to support the development of colleagues.

· Ensure minimal income loss through the effective management of rent and service charge income which includes the management of rent arears, voids and appropriate allocation of void properties making best use of VHA’s stock within VHA’s agreed policies and procedures.

· Provide pro-active and effective management of all housing complaints including those relating to Anti-Social Behaviour in line with our policy and procedures.

· Play a key role in ensuring the outcomes of the Viewpoint Customer Charter and the Scottish Social Housing Charter are met for our tenants.

· Promote and support the inclusion of tenant participation, welfare rights and digital engagement opportunities for tenants within the housing department. 
· Ensure VHA services are continually improved and the use of external services to support the health, well-being and active engagement of our tenants are accessed.

· Assist in the implementation of the Tenant Participation Strategy by promoting and when required participating in tenant meetings, tenant consultation exercises and in any other areas considered appropriate in order to deliver the desired outcomes

· Liaise closely with tenants and on site staff to agree the usage of the common area budget and ensure value for money is achieved in replacement of items.

· Identify vulnerable tenants, liaising with and making / supporting appropriate referrals internally and externally to assist tenants to sustain their tenancy.

· Liaise with Local Authority Housing Benefit teams, other statutory agencies, solicitors, doctors, social work and health boards as required, including reporting and attendance at case conferences involving tenants at all stages as appropriate.

· Contribute to the achievement of organisational project objectives or tasks, working with colleagues across functions to share and transfer relevant knowledge and experience to achieve the delivery of projects within budget and timescales.

· Working closely with colleagues, you will contribute to the achievement of delivering services within set budgets. 

· Participate as part of VHA’s response team as part of the business continuity response to major incidents such as fire and flood and our emergency on call rota.

	Additional Responsibilities



	Within organisational policies and delegated authority be responsible for:

· The team systems, data and processes, ensuring that the use of systems are maximised and utilised fully within the Housing function.  This includes supporting the development of departmental systems, the integration and the implementation of their use, timeous updating of information and developing skills to support the usage of systems and processes across your functions.

· Support the continuing review and compliance with all relevant policies and procedures.
· Working the Housing Team Leader support consistency in the delivery of services to all of our tenants and the support and development of colleagues for which you have responsibility.

· Contribute to the assessment and management of risks as they relate to the team objectives and your areas of responsibility.

· Ensure the engagement of all reporting colleagues with regular and constructive meetings and supervision.

· Promote and support the inclusion of tenant participation, welfare rights and digital engagement opportunities for tenants.

· Support active engagement with tenants and the communities in which we work with particular focus on services which support tenancy sustainment, health, wellbeing, digital inclusion and activities that promote social engagement. 

· Act as a digital champion for tenants and colleagues alike, promoting engagement with online services and assistive technologies. 
· Advocate for and liaise on tenants’ behalf with statutory and other agencies where this is appropriate to tenants’ needs.
· Undertaking organisational training as required, including health and safety, GDPR compliance, safeguarding for yourself and your teams, as well as adult support and protection.  

· Providing accurate and timely management information relating to the team’s performance and how this contributes to overall business performance.

· Provide additional cover within the team as requested when necessary. 


	Viewpoint’s Behaviours – you are expected to live our workplace behaviours:



	· Be a role model for staff and stakeholders, showing energetic, determined, flexibility and   positive behaviours that will support our organisational, values, aims and outcomes.
· Continuously monitor your area of responsibility and identify areas for improvement and organisational learning.
· Adopt a flexible leadership style with the ability to challenge as appropriate and able to give and receive constructive feedback.

· Embed a coaching culture within your areas of responsibility that upholds the values of the organisation.

· Provide clear, authoritative and impartial advice and interpretation of complex situations.

· Support the continuous monitoring of your area of responsibility and identify areas that bring value to tenants as well as improvement and organisational learning.

· Provide additional cover within the team as requested when necessary.


	Viewpoint’s Values – you are expected to live our workplace values:


	· Inspire with positive smiles and words. 

· Say ‘yes I can and I will’.

· Celebrate age, experience and wisdom. 

· Do according to our customers’ wishes and ambitions. 

· Treat people (everyone is a VIP) as we would a “loved one”.

· Work hard, have fun and laugh.

· Stay courageous, creative and ahead of the game.

· Work with those that share our values.




	PERSON SPECIFICATION

Housing Officer
	Value of Criteria
	Assessed at

	
	Essential
	Desirable
	Application
	Interview
	Test
	Presentation

	QUALIFICATIONS & EXPERIENCE
	 
	
	
	
	
	

	Minimum CIH Level 3 or equivalent Housing qualification
	   (
	
	   (
	   (
	
	

	Educated to level 8 or above on the Scottish Credit and Qualification Framework (Diploma) or significant relevant experience in a housing management role.
	   
	(
	   (
	   (
	
	

	Evidence of continuing professional development
	(
	
	   (
	   (
	
	

	At least 2 years’ experience in a housing management role
	(
	
	(
	(
	
	

	At least 2 years’ experience in guiding, advising and the management of complex tenancy issues
	
	(
	(
	(
	
	

	Experience of supervision, development and management of staff.
	
	(
	   (
	   (
	
	

	Able to demonstrate experience of developing and maintaining constructive and positive working relationships both internally and externally.
	(
	
	
	
	
	

	Experience of working in the not for profit / charity sector
	
	(
	
	
	
	

	KNOWLEDGE, SKILLS & ABILITIES
	
	
	
	
	
	

	Knowledge of current issues / trends within the social rented housing sector particularly in the context of housing for older adults
	
	(
	(
	(
	
	

	Knowledge and understanding of Performance standards by Regulatory Authorities such as the Scottish Housing Regulator
	
	(
	(
	(
	
	

	Working knowledge of GDPR and data protection legislation and guidelines as they relate to tenants, customers, contractors and staff

	
	(
	(
	(
	
	

	A detailed and current understanding of relevant legislation and best practice within housing, particularly housing for older adults.
	
	(
	(
	(
	
	

	Good working knowledge of and ability to seek out new and innovative ways of working which improve services to customers to achieve measurable results and continuous improvement 
	
	(
	(
	(
	
	

	Detailed operational knowledge of systems and equipment relevant to role and area of work, this includes but is not limited to assistive technologies in health, care and housing.
	
	(
	(
	(
	
	

	An understanding of relevant legislation and best practice in social housing.
	
	(
	(
	(
	
	

	Excellent verbal, written and presentation communication skills
	(
	
	(
	(
	
	

	The ability to work effectively with a range of stakeholders and convey complex information simply and clearly
	(
	
	
	
	
	

	Demonstrate delegation skills whilst maintaining the responsibility of delegated tasks to completion.
	
	(
	
	
	
	

	Excellent office / ICT skills in relevant software 
	(
	
	
	
	
	

	Strong organisational and administrative skills, which includes the ability to plan, prioritise and monitor
	(
	
	
	
	
	

	Proven problem solving and planning capability, with creative skills and the ability to meet deadlines
	(
	
	
	
	
	

	Self-directed, results driven and able to multi-task in a fast-paced, dynamic environment with continued attention to detail
	(
	
	
	
	
	

	Effective leadership skills, including the ability to build confidence, motivate, improve performance and foster a supportive culture
	
	(
	
	
	
	

	Ability to network, build relationships and create successful internal and external partnership working opportunities
	(
	
	
	
	
	

	Ability to support and deliver excellent levels of customer service at all times
	(
	
	
	
	
	

	Demonstrate and support the team in effective digital approaches to your areas of your work
	(
	
	
	
	
	

	Ability to build confidence, motivate, improve performance and foster a supportive culture 
	
	(
	(
	(
	
	

	Ability to support the delivery of change.
	
	(
	(
	(
	
	

	Ability to manage and monitor delegated budgets
	
	(
	(
	(
	
	

	Ability to demonstrate a sound understanding of housing management and customer care practices.
	
	(
	(
	(
	
	

	VALUES & ATTITUDES
	
	
	
	
	
	

	Ability to demonstrate a commitment to Viewpoint’s values and behaviours
	(
	
	
	(
	
	

	Takes responsibility for professional development and training to support this
	(
	
	(
	(
	
	

	Team player with a positive ‘yes I can and I will’ attitude
	(
	
	
	(
	
	

	Proactive and flexible approach
	(
	
	
	(
	
	

	OTHER CONSIDERATIONS
	
	
	
	
	
	

	Willing to be flexible in working hours and able to travel as required.
	(
	
	(
	(
	
	

	Valid driving licence and access to own transport.
	  ( 
	
	   (
	
	
	

	To participate in an out of hours duty rota periodically throughout the year
	 (
	
	   (
	
	
	


