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Role profile
Job Title:
Sheltered Officer
Department:
Housing Landlord Services
Directorate:
Housing & Environment

Grade:
8
Post no.:

Location:
Various Sheltered Housing schemes



	Role reports to:
	Sheltered Housing Manager

	Direct reports:
	N/A

	Indirect reports:
	N/A


Job description
Recruitment practices to safeguard and promote the welfare of children and/or vulnerable adults apply to this post in addition to the requirement to obtain a Disclosure and Barring Service (DBS) check.

Purpose of role
· Improve outcomes for Sheltered Housing residents by providing a customer orientated service in line with Council values and objectives.
· To deliver an intensive Housing management service in line with the Authority’s Key performance Indicators to ensure that tenancies are sustained, and tenants are provided with a home for life in a safe and secure setting/environment.
· Support residents who are vulnerable (e.g. due to old age, mental illness, or disability) to sustain their tenancies and live independently, conducting initial assessments, and periodic reviews, of residents’ support needs and the suitability of their accommodation, making relevant referrals for support as required.
· Responsible for coordinating appropriate welfare checks and emergency response, offering support and assistance to residents as required.
· Ensuring that Sheltered tenants are Safeguarded with relevant referrals made where there are any concerns.
· Work flexibly as part of a multi-disciplinary team to deliver tailored housing services to residents with high support needs, working in partnership with other relevant services to achieve the best outcomes for them.
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Key accountabilities

· To take responsibility for the day-to-day management of at least one sheltered housing scheme.
· Be the main point of contact for tenants, advocates, appointees and relatives for housing and tenancy matters, helping them with their queries or signposting them to the appropriate service.
· To provide clear, pragmatic and customer centred housing services tailored to residents with high support needs, to assist them to sustain their tenancy and live independently.
· Function as an ambassador for the Council, by providing professional, sensitive and confidential service to support residents in an effective and efficient manner and by upholding all Council policies, such as Lone Working, Equality and Diversity and Code of Conduct.
· Deliver coordinated resident services as part of a multi-disciplinary team. This could include duty, home visits, planned and reactive appointments, case conferences etc.
· To conduct tenancy checks for sheltered housing residents and other tenants who have been identified as having additional housing support needs.
· To visit Sheltered Housing schemes and ensure that the Lone Working Device is used when entering and egressing the scheme and whilst conducting residents’ tenancy checks and other duties in the scheme.
· To address the outcome of assessments for residents with high support needs, by contacting and liaising with internal and external stakeholders to provide appropriate services and to follow up to ensure they sustain their tenancy and live independently.
· To maintain accurate and retrievable records of assessments and identified housing support needs, actions and decisions for all residents, in accordance with Data Protection (GDPR) policy.
· To promote and manage the safety of residents and assets through initiative-taking monitoring and responsive activity to emerging risk.
· Manage low level Anti-Social Behaviour issues, issuing verbal and written warnings as appropriate, escalating any serious issues through to the relevant areas such as the Safer Communities team, Police and/or other teams and agencies where necessary.
· To visit the allocated schemes on a daily basis to undertake duties such as compliance checks, health and safety of communal areas and water safety checks, in accordance with the service objectives and key performance indicators.
· Responsible for overseeing the letting process including making sure the property is ready, arranging and conducting viewings, completing the sign-up process, explaining the tenancy requirements and obligations, supporting the new tenant with their Housing Benefit or Universal Credit claim, handing over the keys, completing an assessment of the residents’ housing support needs and helping them to settle in.

· Ensuring that all new tenants’ income is maximised in order for them to pay any rent and service charge costs and work in partnership with the Income Team to support residents in arrears.
· Safeguard vulnerable residents in line with Council policies ensuring protective measures within the control of the postholder are expedited e.g. referrals to Social Services and mitigating any immediate risks.
· To support cohesion and active citizenship in sheltered housing schemes, by assisting the Resident Engagement team, to promote resident activities and active participation of residents in events organised for their benefit.
· To provide a holistic housing management service, by cooperation with the Housing Hub colleagues, repairs, allocations and other services.
· To deliver all activities and tasks with skill and diplomacy, upholding the Council’s equalities and diversity policies, respecting confidentiality and observing all principles of data and information security/protection.
· To actively participate in one-to-ones, staff appraisals and team meetings, and attend training relevant to the post.
· To assume any other reasonable functions, duties and responsibilities as requested by the employing department which are within the reasonable competence of the post holder.
· To work flexibly within a rota and cover the work colleagues at times of absenteeism, such as annual leave and sickness and meet the needs of the service, by facilitating dedicated events in line with business requirements.
· Conduct all administrative tasks in a diligent fashion, being prepared to respond to ad-hoc requests when required e.g. helping with consultation processes, gathering and collating management information.
· Take ownership of suspected abandoned properties by completing the relevant visits and checks (complete the abandoned property checklist, check whether the tenant has been hospitalised, moved to a care home, imprisoned etc). If concerns still exist after following this checklist, proceed to follow the 7-day letter and NTQ for non-occupation procedures.
· Ensure that communal areas are kept clear and are always accessible.
· Help to keep our schemes secure by monitoring access and managing access to the scheme by contractors and non-residents.
· Consult with residents about housing matters, drafting communications and letters where necessary.
· Carry out Health and Safety checks, arrange gas and electrical safety checks, carry out fire risk assessments, test alarms, test security systems on doors and buildings. Escalating any issues in a timely fashion.
· Work with Senior Management in shaping the service, providing ideas and feedback to help shape and develop Sheltered Housing procedures and policies.
· Support tenants with repairs and maintenance issues, reporting issues for the most vulnerable, monitoring and chasing these repairs issues through to resolution. Provide feedback on quality of repairs and where required arrange surveyor inspections.

Key performance indicators

· Resident satisfaction.
· Complaint resolution.
· Response to enquiries.
· Safety records.
· Activity (e.g. visits, verifications, engagement meetings, home safety checks, referral etc).
· Void lettings.
· Safeguarding referrals and outcomes.
· Tenancy sustainment.
· ASB resolution.
Key relationships (internal and external)

· Sheltered Housing residents.
· Support services (including legal, finance, benefits, social care etc.)
· Third party advocates (e.g. solicitors and voluntary organisations).
· Allocations staff.
· 24-hour response team.
· Call monitoring centre.
· Adult Social Care.
· Voluntary organisations.
· Repairs services.
· Other teams within Landlord Services
Authority level
· N/A

Person specification
Community and partnership working are essential for all roles.

A commitment to Equality, Diversity and Inclusion (EDI) and ensuring Health and Safety at Work for everyone working at Ealing Council is essential for all roles.

Recruitment practices to safeguard and promote the welfare of children and/or vulnerable adults apply to this post in addition to the requirement to obtain a Disclosure and Barring Service (DBS) check.

Essential knowledge, skills and abilities

1) Customer Care - Excellent customer care skills.
2) Teamwork – Ability to collaborate with colleagues to achieve positive outcomes.
3) Equality & Diversity - Understanding of the principles of equality, diversity, and commitment to acting in accordance with them when dealing with housing customers and casework.
4) Communication – Ability to communicate effectively with a range of stakeholders, both orally and in writing.
5) Partnership – Ability to work in partnership with other agencies to deliver the best outcome for the tenant.
6) IT Skills – Ability to work confidently with IT software packages – e.g. Microsoft Word and Excel.
7) Initiative - Ability to manage and direct own workload and act on own initiative.
8) Knowledge – Have working knowledge of housing benefit, universal credit and other welfare benefits and an understanding of government welfare reforms.
9) Safeguarding – to be able to identify safeguarding concerns and triggers for both Adults and Children.

Essential qualification(s) and experience

1. Experience of working in housing management.
2. Experience of delivering customer care to a diverse community.
3. Experience of working with vulnerable adults.
4. Experience of carrying out welfare or risk assessments and making referrals to partner agencies.
5. GCSE qualifications or equivalent (including English and Maths).

Values and behaviours

	Improved life for residents
	Trustworthy
	Collaborative
	Innovative
	Accountable

	· Is passionate about making Ealing a better place
· Can see and appreciate things from a resident point of view
· Understands what people want and need
· Encourages change to tackle underlying causes or issues
	· Does what they say they will do on time
· Is open and honest
· Treats all people fairly
	· Ambitious and confident in leading partnerships
· Offers to share knowledge and ideas
· Challenges constructively and respectfully listens to feedback
· Overcomes barriers to develop our outcomes for residents
	· Tries out ways to do things better, faster and for less cost
· Brings in ideas from outside to improve performance
· Takes calculated risks to improve outcomes
· Learns from mistakes and failures
	· Encourages all stakeholders to participate in decision making
· Makes things happen
· Acts on feedback to improve performance
· Works to high standards
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