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JOB DESCRIPTION
Retirement Living Officer (Coventry)
Level 3

Job Purpose
Reporting to the Retirement Living Team Leader, you will be directly responsible for the delivery of an enhanced housing management and support service in Retirement Living schemes, that proactively seeks to sustain the tenancies and wellbeing of retirement living customers, including:
· Being able to live safely within their home and the wider scheme
· 
· Identifying and arranging appropriate interventions to support customers to live safely, enhance their wellbeing and successfully sustain their tenancies
· Ensuring that communal and private living spaces are safe, secure and well maintained
· Supporting the development of communal scheme activities and customer engagement to build peer connection, resilience and the customer voice within the Retirement Living service
Responsibilities
Customer Service 
· Assess suitability of applicants to Retirement Living, ensuring that risks and needs are understood and recommendations on housing options are fair, objective and in line with organisation policies and procedures 
· Lead tenancy setup and induction for new customers, providing clear guidance on rights and responsibilities, and living safely, positively and considerately within a scheme environment 
· Maintain regular and visible contact with customers to monitor wellbeing and tenancy stability 
· Identify health, safety and support risks of customers through regular property, tenancy and wellbeing checks and put in place appropriate support interventions 
· Support financial wellbeing of customers, including early intervention on rent arrears and benefit applications, working with internal teams where appropriate 
· Promote a positive and vibrant scheme community through regular scheme engagement and manage anti-social behaviour concerns through early interventions and appropriate actions in line with organisation procedures. 
· Identify and adapt communication and engagement styles to manage a range of customer needs/vulnerabilities including challenging customer behaviours appropriately.. 

Scheme Maintenance & Safety 
· Ensure all activities on site are risk assessed and appropriate mitigations are in place 
· Manage customer conduct and monitor contractors and cleaners to uphold site safety, hygiene and security standards 
· Manage and communicate fire safety protocols, including keeping customer personal risk assessments and evacuation plans up to date and understood 
· Conduct and record weekly building safety checks, co-ordinating and monitoring the effectiveness of remedial actions and improvements 

Safeguarding & Support 
· Identify safeguarding risks, make timely referrals, challenge and advocate in cases of serious concerns appropriately 
· Maintain effective relationships with support service partners, 
· Recommend and help customers and their families understand alternative housing options if resident needs exceed scheme capacity 

Resident Engagement & Partnership Working 
· Develop and support customer engagement in scheme development and service feedback activities 
· Enhance the wellbeing and resilience of customers through the development of programmes and activities that support connection, independence, and active lifestyles. 
General Duties 
· Maintain professional boundaries and confidentiality in all interactions 
· Any other duties as reasonably requested by your line manager 

To fulfil the requirements of this role you will have experience, skills, and knowledge in the following areas:

Qualifications & Education 
· GCSE Maths & English at Grade C or above (or equivalent) 
Relevant professional/vocational qualification e.g. CIH, NVQ 2/3 Health and Social Care or equivalent professional experience in a similar or related role Experience
· Demonstrable relevantexperience in social housing, care, support or other relevant sector 
· Experience of working with vulnerable customers, some of whom may be demanding or under stress and exhibit challenging behaviours 
· Be able to deal effectively with a range of customer crises and challenges in a responsible and sensitive manner
· Customer engagement experience 
· Familiarity with safeguarding risks and procedures, particularly for older adults; able to recognise and take responsibility for reporting risks and finding appropriate mitigations and solutions to support customers

Knowledge 
· Understanding of housing and welfare benefits affecting older people 
· Understanding of health, housing and support risks of older people including physical and cognitive decline, offending behaviours, substance abuse and addictions and how to support these 
· Working knowledge of health and safety in older persons’ housing (e.g. fire safety, falls, legionella) 
· Knowledge of legal and regulatory frameworks relevant to social housing
· Commercial awareness of how the role supports business objectives and outcomes

Skills & Values 
· Able to lone work safely, capable of managing unpredictable service demands 
· Prepared to travel regularly across the sites
· Ability to work collaboratively with internal teams and external agencies to deliver a quality service 
· Excellent people skills with the ability to adapt approaches to individuals 
· Good written and numerical skills and ability to keep accurate records
· Good listening, negotiating, influencing and problem solving skills able to find solutions that are in the best interests of customers 
· Commitment to equality, diversity and inclusive service delivery 
· Basic IT proficiency with ability to learn new systems 
· Full, clean UK driving licence and own roadworthy and insured vehicle suitable for business travel across the region 
· Enhanced DBS clearance will be required 

Citizens Values – It is important that you live our Values

· BRAVE – I positively challenge, I actively encourage contribution and I make decisions and take ownership
· AMBITIOUS – I am driving positive change and innovation, I positively seek solutions and I strive for excellence.
· HONEST – I am truthful and open, I do what I say I will do, and I listen and learn from feedback
· CITIZEN – We work together on shared objectives, we create an inclusive environment for all, and we think customer first
This Job Description is not exhaustive, you may, at any time be required to carry out additional duties or responsibilities, which fall reasonably within the remit of this role, or in accordance with operational requirements.
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