Orkney Housing Association Limited
Head of Housing & Customer Services Job Description
	Statement:  

You will work in a way that shows genuine commitment to providing a great quality of service for people accessing our services. This will mean demonstrating, by word; action and measurement that the views and opinions of customers are taken into account in all aspects of service delivered by you, or by those whom you manage. You will also contribute actively to the Association’s “one business” approach to working with colleagues in different parts of the organisation.


	Objectives:


· To ensure that all customers receive quality housing services in an efficient, courteous and timely manner.

· To ensure that the Housing & Customer Services Section is managed effectively to ensure high quality delivery of the services which include:

· Adaptations
· Arrears Control

· Customer Engagement

· Customer Services
· Estate Management 

· Housing Information & Advice

· Lettings
· Low Cost Home Ownership Options

· Repairs
	Reporting to:


· Chief Executive

	Staff Managed:


· Senior Housing Officers

· Senior Tenancy Management Officer 

· Housing Officers

· Housing & Customer Services Assistants 

· Customer Services Assistant 

· Trainee(s) / Modern Apprentice(s) 

	Responsibilities:


· To ensure the effective and efficient delivery of a high quality housing & customer service. 
· To ensure accurate collection of data during the year, in order to ensure timely and accurate ARC data submissions. 
· To ensure delivery of an effective and efficient repairs service.  

· To ensure that housing information and advice is provided in line with Scottish National Standards.  
· To set priorities and monitor targets in respect of Housing & Customer Services, seeking continuous improvement.

· Monitoring and reviewing Customer & Housing Services policies and procedures.

· Ensuring an active programme of resident consultation in relation to all services provided.  

· Act as the Association’s Lead Officer in connection with the National Accommodation Strategy for Sex Offenders (NASSO) and other legislative responsibilities.  

· Line management of Housing & Customer Services staff through 1:1’s, training, mentoring and other developmental approaches, acting as a role model of expected standards, professional and customer focussed conduct.  

· Active participation in the Leadership Team.  
	Key Tasks:


· Establish, implement and keep under review, policies and procedures necessary to provide quality services having regard to regulatory standards, good practice and the local environment. 

· Keep under review information on housing needs within Orkney as evidenced by the housing lists and other indicators to assist in the preparation of the development programme.

· Promoting customer engagement and community involvement.

· Servicing and preparing reports for Management Committee and Sub-Committees.

· Ensure systems are in place to ensure information is recorded and can be extracted to enable completion of statistical and regulatory returns as required.

	Other Duties:


· Participating in the budget setting process and promoting staff awareness of the process.

· Provision of training as required.

· Any other duties consistent with the post, as required by the Chief Executive.

· Membership of the Association’s Leadership Team.

· Participation in relevant partnership Working Groups.

	Authorities:


· Responsibility for procurement and other authorities in line with the Procurement Policy and Scheme of Delegations.
	Specific Conditions of Post:


· Attendance at appropriate meetings and conferences within and outwith Orkney.

· Compliance with EU General Data Protection Regulations and UK Data Protection Bill.
	Working Conditions:


	Hours of work:


	1. Office based with out of office work as required.

2. Normal office hours 9.00 am – 5.00 pm, Monday to Friday, with a 1 hour lunch break co-ordinated with other staff to ensure continuous cover.   

	Place of work:
	Association’s office
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