JOB DESCRIPTION

	JOB TITLE:

Area Team Leader

	DEPARTMENT:

Housing and Property Services

	GRADE:

8 (PA28: £40,234 – PA31: £43,530)

	SECTION/FUNCTION:

Housing and Property Services

	REPORTING TO:

Housing Services Manager 
	REVIEWED:

August 2021





1.	JOB PURPOSE

1.1	To lead the Area Team.

1.2	To effectively plan, co-ordinate and supervise the Area Team staff workload to 	ensure that the team delivers a consistent, effective and efficient, pro-active, high, 
	profile 	and quality service to our tenants and residents within its area of 
	operation.

1.3	To effectively lead the Area Team towards the achievement of operational team 	targets so contributing towards the overall achievement of the departments 	operational and key targets/objectives.

1.4	To ensure consistency by the Area Team in the implementation of all Property 
	Services policies, processes and procedures and assist in the review and 
	continuous development of same on a regular basis to facilitate continuous 
	improvement in our service delivery to our customers.

1.5	To manage the reputation of the organisation.

1.6	To ensure effective relationship management with external partners/agencies.


2.	ACCOUNTABILITY/RESPONSIBILITY
2.1	Accountable to the Housing Services Manager and Executive Director of Property Services. 

2.2	Responsible for the leading and managing the Area Team.


3.	MAIN DUTIES OF POST

3.1	Leading the Team 

3.1.1	To lead and supervise the staff within the Area Team to ensure their consistent, 	effective and efficient operation so as to achieve their team targets and contribute 	towards the key and operational objectives of the department.   

3.1.2	Ensure that the Area Team receive Quarterly Reports on their performance in 	meeting team and individual operational targets.

3.1.3	Administer the Personal Focus Plan review process for the Area Team and ensure 	that identified personal targets are being met and that the training requirements of 	staff included within the Departmental Training Plan are also being met.

3.1.4	Ensure that the weekly standard operations reports are prepared for the Area 	Team for the proceeding weekly departmental meeting.

3.1.5	Plan on a daily / weekly basis the operations priorities and tasks of the Area Team 	in the key areas of allocations, void control, estate management with particular 	focus on Rent 	Arrears.  

3.1.6	Assist the Executive Director of Housing and Property Services (as required) in administering the Association’s discipline and grievance procedures as they relate to the Area Teams.

3.2 	Staff Supervision

3.2.1 Allocations/distribution of daily tasks to the team’s Property Maintenance Officer, Housing Officer and Administration Assistant to ensure consistency and effective and efficient operation and contribute towards the key and operational objectives of the department.   

3.2.2 Identify and highlight to the members of the Team any performance issues or 	other areas of concern in relation to the Team’s performance. 

3.3	Reports/Policies/Processes/Procedures

3.3.1	As necessary, prepare ad hoc reports for relevant senior staff.

3.3.2	As necessary, assist and advise the Executive Director of Housing and Property Services in reviewing, implementing and monitoring the departmental policies, processes and 	procedures to ensure that we seek continuous improvement in our service delivery to our customers.


3.3.3 As necessary, advise the Executive Director of Housing and  Property Services on the need for new reports/processes/procedures and policies to improve the working of the Team / Department. 

3.4	Allocations, Voids and Estate Management

3.4.1	Ensure that all waiting list, allocations, voids and estate management policies, 	processes and procedures are consistently and fully implemented by the Area 	Team and that team targets within same are achieved.

3.4.2	Manage the department’s robust void management process (pre-tenancy 	engagement service) to ensure that Area Team targets to minimise void rental loss 	are achieved, i.e. pre-terms, identification of rechargeable repairs, achievement of 
	void standards and expenditure targets etc.

3.4.3	Liaise with the local authorities in relation to the operation of the section 5 protocol and Common Housing Register through the Associations Lettings Plan. Ensure targets are met and information on performance recorded on the Capita Open 	Housing system and Common Housing Register to allow reporting both internally and to the local authorities. 	

3.4.4	Ensure that all new tenants (including transfers and mutual exchanges) receive a settling in visit and technical demonstration and that annual house inspections are completed in accordance with agreed standard processes and procedures and that targets are met. Ensure all information is recorded and monitored through the customer contact module of the Capita system and that appropriate quarterly reports are provided.  						

3.4.5	Monitor the various tenancy management processes including applications for 	mutual exchange, sub let, assignation etc and ensure appropriate recording of 	decisions is carried out through the customer contact module of the Capita system 	and that appropriate quarterly reports are provided.

3.4.6	Ensure the Anti Social Behaviour and SSST policies are implemented and that all 	processes and procedures are met including all targets detailed within the Policies.

3.4.7	Ensure customer satisfaction levels are monitored through the completion of 	standard questionnaires for new tenants and applicants and that appropriate 	quarterly reports are provided.

3.5	Area Operations Budgets

3.5.1	To take overall responsibility for the administration and monitoring of the Area 	Budget.

3.6	Rent Arrears, Housing Benefit and Universal Credit 

3.6.1	Take overall team responsibility for the administration of the processes and 	procedures for the following;

· Current tenant arrears (including Housing Benefit and Universal Credit)
· Former tenant arrears (including Housing Benefit and Universal Credit)
· Recovery of Housing Benefit Overpayments
· Administration and monitoring of Housing Benefit Verification Framework
· Adjustments and refunds of rents to customers

3.6.2	Implement and ensure secure maximum collection of all charges due and oversee 	all aspects of arrears control in accordance with agreed policy and procedure.

3.6.3	Ensure full and consistent compliance with arrears process and procedures and 	provide advice to staff as appropriate of action to be taken in cases which may not 	exactly meet the arrears criteria. 

3.6.4	Ensure effective and efficient planning of the area team Rent Arrears workload 	with specific emphasis on ensuring the implementation of early preventive action 	through the rent arrears process and meeting Area Team arrears targets.

3.6.5	Plan, carry out and thereafter monitor the operation of specific arrears initiatives such as evening visits and provide a weekly outcome standard report to the Executive Director of Housing and  Property Services on the effectiveness of these. 

3.6.6	Achieve the team target for arrears reduction and react promptly to lack of performance in arrears by the Team taking positive action to implement measures for improvement in consultation with the Executive Director of Housing and  Property Services.  

3.6.7	Liaise with external debt collection agencies in respect of the collection of former 	tenant arrears and the tracing of former tenants. 

3.6.8	Provide the Executive Director of Housing and  Property Services with a quarterly standard report to aid 	the process of establishing the profile of tenants who tend to fall into arrears.

3.6.9	Establish positive working relationships with local authority Housing Benefit teams and Department of Work and Pensions to facilitate the ongoing operation of the Housing Benefit Verification Framework and Universal Credit portal and assist in the promotion of Housing Benefit take up campaigns and individual case management issues to maximise income for tenants and the Association. 

3.6.10	Oversee the Teams referrals to the Financial Inclusion Service and monitor effectiveness of same. 

						
3.7	Factoring

3.7.1	As Agents of Cunninghame Enterprises ensure that the Area Team delivers to 
	factored owners the level of service that mirrors that which we afford our tenants 
	in the following areas:-

· Estate management/common property inspections
· Neighbour complaints
· General management of the common property
· Customer care standards

3.7.2	Ensure that joint processes are developed with the Factoring Team to ensure that liaison and co-operation between the functions on factoring related operational issues work well i.e., common inspections etc.
 
3.7.4	Attend any factoring meetings with owners as required by Cunninghame 	Enterprises.

3.7.5	Advise Cunninghame Enterprises (CHA Finance staff) of any pending sales 	within 	the Associations factored stock to allow new owners to be contacted 	regarding factoring responsibilities etc.



3.8	Planned and Cyclical Maintenance

3.8.1	Monitor repairs customer satisfaction from new tenant visits and report any relevant information to the Head of Asset Management  and Repairs to inform the planned maintenance programme. 

3.8.2	Monitor refusals of offers of relet accommodation and feedback to 	Head of Asset Management  and Repairs any information relevant to planned maintenance.

3.8.3	Provide regular reports to the Head of Asset Management  and Repairs on planned maintenance and cycle maintenance issues arising from the programme of regular estate inspections. 

3.9	Customer Care

3.9.1	Operate the department’s customer care and quality control processes and 	procedures as they relate to the Area Team, to ensure the following:-

· Monitoring all customer care commitments against targets and ensuring compliance. 
· Efficient operation of the team’s appointments system 

3.10	Shared Ownership

3.10.1	For the Area Team’s geographical area of operations, ensure that all policies, 
	processes and procedures relating to shared ownership are 
	consistently and fully implemented by the Area Team and that team targets within 
	same are achieved.

3.10.2	Assist the Executive Director of Housing and Property Services in formulating and administering the 	processes and procedures for Shared Ownership including tranching up and sales. 

3.11	Contractors & Consultants

3.13.1	Make the Executive Director of Housing and Property Services aware of any ongoing or major issues with Contractors/Consultants and monitor their performance within the Area 	Team’s geographical area of operations.

3.12	Training 

3.12.1	To attend such courses/seminars as determined by the Executive Director of Housing and Property Services

3.12.2	To carry out Personal Development Plan interviews with staff and liaise with the Executive Director of Housing and Property Services in ensuring training and personal development targets 	are achieved.

3.12.3	To implement individual training plans for new staff joining the team.

3.12.4	To implement individual training plans for staff who require elements of 	retraining. 


3.13	Reputation and Relationship Management

3.16.1	At all times ensure that you and your team members promote the Association’s 	corporate image and corporate responsibility in our dealings with all customers 	(internal and external).

3.14	Operations Coverage

3.14.1	To provide coverage for staff absence within the operations when officers are off 	on Annual Leave, Sick Leave etc.



3.15	Tenants & Resident Associations 

3.19.1	To attend as required, tenants / residents meetings as determined by the Executive Director of Housing and Property Services

3.16	External Agencies and Partners

3.20.1	Liaise with, as required, all external agencies and partners that interact with the 	team/department.

3.17	Risk Management

3.17.1	Carry out as required operational Risk Assessments and contribute to 	departmental risk analysis and risk management to ensure these disciplines 	become embedded within the culture of the department. 

3.22	Other Duties

3.22.1	Such other relevant duties as may be determined by the Executive Director of Housing and Property Services.
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