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Belle Isle Tenant Management Organisation

Job Description

Job Title: Lettings and Tenancy Support Officer 
Grade: C3
Belle Isle TMO - Mission and Aims
The postholder will be employed by Belle Isle TMO and will work towards helping Belle Isle TMO achieve its Mission which is to Build a Better Future for Belle Isle. In addition, the postholder will contribute to Belle Isle TMO’s aims which are to;
· Provide High Quality Services

· Help build a safer and stronger community

· Be a well-run Tenant Management Organisation

Belle Isle TMO - Values
The postholder will support Belle Isle TMO’s core values which are:
· High standards of governance, accountability, leadership and probity.

· Working together sharing our skills, knowledge, and experience, developing, and nurturing each other in a supportive and inclusive environment, caring for one another and encouraging trust and mutual respect.

· Doing things to the best of our ability and providing the highest quality of service, aiming to do things right the first time, every time, undertaking regular monitoring against agreed targets, to provide a consistently improving service.

· Ensuring an atmosphere of respect, integrity, fairness, and trust - At all times we will be open and honest with each other, treating people fairly, respecting our differences and challenging inappropriate behaviour through our agreed policies and procedures. 

· Developing effective communication that is clear, accurate and appropriate. We will actively listen to and value each other’s points of view and provide an environment where people are happy to share ideas and information in a variety of ways 
Belle Isle TMO - Service promise.
The postholder will contribute positively to Belle Isle TMO’s Service promise which is to:

· always be as helpful as we can be.
· offer relevant, useful, and accurate information.
· make sure we have a range of services and activities that meet service user needs.
· listen to service users and wherever possible, act on feedback.
· support service users to achieve their goals, and smile
Overview of the job
Responsible for the successful creation and management of tenancies within Belle Isle, using the choice-based lettings policy and IT system to allocate and let properties. To deal with a tenancy management caseload covering support and enforcement across a mixed portfolio of property and households. Applying a consistent approach in accordance with the Leeds City Council Lettings Policy and any Local Lettings Policies, and policies introduced by Belle Isle TMO. 
Specific Duties
1. To work as part of a team in the successful case management of Lettings, ASB, Tenancy Management, Estate Management and Support using established policies and procedures to meet agreed KPIs.

2. To manage the allocation of properties in line with Leeds City Councils Lettings policy and procedures, including advertising, shortlisting, viewings and sign ups. 

3. Ensuring that potential/new tenants are aware of their responsibilities under the Tenancy Agreement including rent payment options and the role of Belle Isle TMO.

4. To liaise with advocates and support providers to ensure that all supporting information is accurate prior to an offer of accommodation and that this information is recorded appropriately.

5. To work closely with the Repairs team negotiating as required the timely return of void properties that meet the lettable standard, with the aim to reduce the overall void turnaround times to meet KPIs.

6. To undertake the accurate recording of CORE data.

7. To thoroughly investigate complaints of anti-social behaviour and other tenancy breaches such as property conditions, following the agreed policies and procedures.

8. To liaise with LASBT, the police, social services, legal services and any other relevant agencies to tackle ASB and other tenancy breaches using a support and enforcement approach.

9. Ensuring that all tenancy related issues are resolved promptly and effectively, and that accurate and comprehensive notes are kept supporting our actions.

10. To prepare and serve legal notices to tenants and ensure that relevant IT systems are updated.

11. To identify support needs of current tenants and provide support or signpost as appropriate.

12. To form part of the organisations arrangements for responding to reports of domestic abuse and the safeguarding of adults and children.
13. To provide practical support where required to service users who are less able to use digital applications such as registering Leeds Homes applications, bidding and the completion of any other forms or IT applications that will benefit them to maintain their tenancy.

14. To proactively manage the physical appearance of the Belle Isle estate in terms of messy gardens and fly tipping.

15. To maintain effective and timely communications with tenants and provide a quality service whether face to face, written or spoken.

16. To form part of ongoing cover arrangements for the day-to-day provision of Belle Isle TMO’s telephone and face to face reception service.

17. Attendance and participation at community meetings, events and projects including Tenant & Residents meetings.

18. To work within the organisations policies and procedures including data protection and financial regulations.

19. To ensure that BITMO’s health and safety policies and legal requirements are adhered to.

20. To contribute to the development, review and improvement of policies and strategies in line with current legislation and best practise.

21. To support the achievement of equality and diversity in both employment and service delivery including the promotion of equality of opportunity.

22. Promote and deliver the priorities, values and objectives of BITMO.  

The above tasks are subject to occasional changes to incorporate other commensurate duties and responsibilities to provide flexibility across service delivery. The duties outlined are not meant as an exhaustive list and will also comprise of any other duties within the spirit of the post as specified by the Chief Executive.

Person Specification
	Area


	Essential
	Desirable

	Experience


	Of working with customers and internal and external agencies in a housing related role including lettings, tenancy support and ASB management on a daily basis in sometimes difficult circumstances to achieve positive outcomes.
	Of preparing legal paperwork as required.



	
	Of the range of services offered by support agencies, especially where tenants require more intensive support
	Of working with vulnerable tenants including those with mental health and addiction problems

	
	Of providing a professional customer focused service with commitment to customer care.
	Experience of working with partner agencies

	
	Of general office routines and financial procedures.
	

	
	Of working to deadlines and quality standards and adapting to competing priorities 
	

	
	Experience of the use of computer systems and software applications effectively in the extraction and analysis of data including bespoke housing management systems, spreadsheets, word-processing and database software.
	CX Housing
ABRITAS

CASEWORKS

MICROSOFT OFFICE

	
	An appreciation of the fundamentals of customer service.
	

	Knowledge and Qualifications
	GCSE’s (grade A to C) or equivalent.
	A relevant housing qualification such as a CIH certificate

	
	A willingness to take responsibility for own continuous development
	

	
	Knowledge and understanding of the role of council housing and relevant legislation, policies and procedures relating to housing management
	

	
	Awareness of the importance of customer engagement in the design of services 
	

	
	Knowledge of choice-based lettings policy and procedures 
	

	
	Knowledge of effective anti-social behaviour remedies and best practice 
	

	
	A good understanding of equality issues in the day-to-day delivery of services 
	

	Skills
	Ability and confidence to communicate effectively with a wide range of people including customers, partners, colleagues and elected Cllrs. 
	

	
	Ability to provide accurate advice and information to customers and partners 
	

	
	Strong interpersonal skills, with the ability to build effective working relationships with tenants and internal and external stakeholders 
	

	
	Ability to work independently and as part of a team


	

	
	Flexibility in approach to working hours and ability to attend evening meetings.
	

	
	Ability to make objective decisions to achieve local priorities 
	

	
	Able to quickly and objectively investigate and clearly report (in writing, and verbally) on a range of issues 
	

	
	Ability to use initiative to solve problems within agreed policies, service standards
	

	
	To manage workload and achieve performance standards and deadlines with minimum supervision.
	

	
	Time management and planning to work under pressure manage a varied workload and meet tight deadlines
	

	Area
	Essential
	Desirable

	Behavioural 

	To contribute to the aims of the organisation and the development of services by taking an active part in regular supervision, team meetings, team, and individual training, promotional, consultative and tenant involvement opportunities and activities
	

	
	To develop and maintain professional links with internal and external customers and stakeholders, as appropriate, for the benefit of the organisation and the tenants and residents of Belle Isle.
	

	
	Be willing to use initiative and take responsibility to resolve problems within policies and procedures 
	

	
	Commitment to maintaining a healthy and safe environment 
	

	
	Flexible and positive approach to change 
	

	
	Demonstrable commitment to BITMO values 
	

	
	Commitment to providing excellent service to customers 
	


7

