SHETTLESTON
HOUSING
ASSOCIATION

Job Description

Job Title Area Housing Manager

Reporting To Director of Customer and Community Services

Grade EVH Grade 9 (SM1-3)

Key Objectives

Ensuring that Shettleston Housing Association delivers an exceptional, high performing housing
service that is customer focused, compliant, and committed to continuous improvement

Job Overview

To be an effective, highly motivated manager responsible for the delivery of excellent,
customer focussed housing management services to a defined area of the Association’s homes.
Operational line management of one or more of the advice/support services delivered across the
whole stock. To be a role model and ambassador. Identification of area specific issues and the
development of plans and strategies to address these in conjunction with other Group
colleagues and external partners and agencies. Contributing to policy and strategy development
and supporting the Director of Customer and Community Services to deliver on the Association’s
strategic objectives. A member of the Association’s Management team.

Key Responsibilities

To lead and inspire a housing services team to deliver tenancy and estate management services
that are customer focused. Responsibility for ensuring that rental income is maximised through:
efficient re-letting of void properties, the promotion of a “rent first” culture and excellent arrears
recovery practice. Ensure that tenants receive advice and support services aimed at sustaining
tenancies and preventing homelessness through early intervention initiatives and signposting to
relevant services/agencies.

Collaborate with colleagues across the Group to ensure effective, efficient, and joined up
operations. Ensure all residents are able to enjoy well- managed common and landscaped areas
through the upholding of tenancy responsibilities and effective partnership working with other
agencies. Act as client for Upkeep in relation to close-cleaning, caretaking, and landscaping
services. Input into the internal planning of the capital investment programme in relation to the
team area. Team performance monitoring, management, and reporting. Support housing officers
and others to ensure positive and effective engagement with tenants and the development of
plans to address local issues. Contribute to Board, sub-committee and subsidiary Board reporting
and policy and strategy development as required. Actively participate in supporting the Executive
and Management Teams in strategic planning and policy review.
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Direct Reports

The role will have 5 direct housing team reports including 4 housing officers and 1 Housing
Assistant. It will also have line management responsibility of one or more of the advice/support
services delivered across the whole stock (which include Allocations, Tenancy Sustainment,
Welfare Rights and Energy Advice).

Key Outcomes

1. To lead on the operational management of the Association’s front-facing services for a
housing team Area. To include lettings and void management, tenancy management, rent
arrears, neighbourhood & anti-social behaviour management in accordance with all
statutory and regulatory requirements. Supervise, lead and coach staff on the delivery of
these services.

2. To manage successful performance delivery, achieve service standards and targets for the

team.

To provide support and guidance on the interpretation of policy to the staff team as required.

4. To develop and motivate the housing staff to ensure a positive culture of teamwork and co-
operation across the Group, underpinned by the Association’s values.

5. To utilise expertise to support staff to deliver an efficient and effective service delivery which
is fully compliant with legal, statutory, and regulatory requirements.

6. To ensure staff are clear about the standards expected of them, provide support and
undertake regular performance review and action planning to assist their ongoing
development.

7. Ensure the effective prevention and control of rent arrears to ensure the Association
maximises its rental income in a manner consistent with policy.

8. To support Housing Officers to manage cases where legal action is required following a
breach of tenancy. Review and authorise cases which are being escalated for legal action.

9. Ensure that a regular inspection of all the Association’s estates is carried out by staff to
ensure neighbourhoods are maintained to a high standard for resident enjoyment.

10. Perform the client role to ensure high quality estate management services including close
cleaning and landscape maintenance from our subsidiary, Upkeep. Ensure effective
monitoring of the service and liaise with colleagues across the Group in respect of the
ongoing review of the specification of these services and the setting of applicable service
charges.

11. Ensure properties within the Area are allocated in accordance with policy and in an efficient
and effective manner to minimise void loss and maximise rental income.

12. Keep the operation of the Allocations Policy in the Area under review and consider the
potential scope for the operation of Local Lettings Initiative (LLI's) where benefits might arise.

13. Ensure that rents in the Area are set in accordance with the Association’s Rent policy and
assist with the annual rent review.

14. Oversee and manage performance for the housing management services provided in relation
to
e East End Housing Development Company (EEHDC) properties and/or
e Retirement Housing Service properties
e Shared ownership properties.

15. Oversee the delivery of tenancy support and advice services provision in the Area and line-
manage one or more of the following services across the SHA area:

e  Welfare Rights service
e Tenancy sustainment service
e Energy advice service
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16. Ensure appropriate record keeping and the availability of good quality information regarding
housing, support needs and welfare rights needs and how these are being met, to help inform
the ongoing review of our service delivery.

17. Identify and evaluate statistical information required to monitor and accurately report on
service performance.

18. Pro-actively respond to customer and elected representative correspondence relating to
housing management ensuring that target times for responding are met.

19. Promote the benefits of participation and engagement in all aspects of service provision to
staff and service users and seek to ensure that tenant engagement mechanisms are
established as appropriate within the area.

20. Ensure that Association membership, and the opportunities to join the Board, are actively
and positively promoted to tenants and others in the Area.

21. Attend meetings with tenants, residents and other agencies as required.

22. Contribute to the implementation of a customer- focussed culture within the Association and
a high level of performance in the upholding and delivery of the Association’s Complaints and
Feedback systems and the identification of areas for continuous improvement in service
delivery.

23. Manage risk within the housing management function and implement appropriate mitigating
measures and action plans.

24. Represent the Association at external meetings, such as with other local RSLs and forum
meetings.

25. Contribute to the review and development of Customer and Community Service policies,
strategies, operational procedures, budgets, and services to ensure best practice for the
benefit of customers, the Association and staff.

26. Contribute to Board of Management, sub-Committee and subsidiary Board reporting and
attend meetings as required.

27. Contribute to the Association’s tenant information and communications outputs, including
the newsletter, website, social media, tenant handbook and leaflets etc.

28. Provide appropriate assistance in relation to insurance claims, fire and flood damage liaise
with property services staff regarding decants and reinstatement works.

29. Carry out any reasonable tasks that may be required in line with the Association’s business
needs and objectives.

Key Contacts

External Internal

Glasgow City Council SHA Board, sub-Committees and Subsidiary

DWP Boards
Executive Team

Glasgow HSCP Customer & Community Service Team

Partner RSLs (Best practice forums) Management Team

Industry bodies (SFHA, CIH, GWSF) Upkeep staff

Police Scotland Customers

Scottish Fire and Rescue Prospective tenants
Tenants

Community representatives including political, | Homeowners
business and those with a strategic interestin | pmarket and Mid-Market Customers

SHA. Local residents
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