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Senior Lettings Advisor Level 3
Job Purpose
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Reporting to the Lettings Team Leader, you will support the provision of a high quality allocations, lettings and empty property management service.

You will be required to ensure that empty properties are re-let in accordance with the allocations policy and within the minimum timescales to achieve targets.

You will deliver sustainable lettings through an effective pre tenancy assessment and sign-up process to ensure that customers understand the conditions of their tenancy and new tenants are able to sustain their tenancies. 

You will be required to ensure that processes work effectively to deliver high quality services, customer satisfaction and value for money.

You will develop and maintain excellent working relationships with key internal customers and external partners and customers to achieve business objectives; and contribute to the work of the Housing Directorate with a view to consistently improving customer satisfaction.

The work will be delivered through effective working relationships with all work colleagues to ensure a one team approach to the delivery of our services.

Responsibilities

· Assess the suitability of potential applicants, including the identification of any support needs to sustain their tenancy including advice on tenancy conditions and setting up and managing a home in accordance with the Citizen policies and procedures and working with the Lettings Advisors
· Ensure timely action is taken to re-let properties to meet the KPI targets
· Deliver an excellent viewing and tenancy sign-up/contract exchange service that ensures new customers are clear about the legal rights and responsibilities of holding a tenancy. 
· Ensure that the legal tenancy paperwork is completed correctly and in line with the Citizen Policies and Procedures
· Work with Maintenance Operations (and other external contractors as appropriate) to ensure empty properties are let quickly and to a consistently good standard, minimising void rental loss and achieving high levels of customer satisfaction
· Liaise with statutory and non-statutory/voluntary agencies to negotiate and agree their participation in supporting the individual and to gather information to determine that customers are tenancy ready. Where appropriate to 
· Attend case conferences to agree support and housing plans for customers where appropriate
· Deliver a tenancy support service to the new customers identified during the pre-tenancy stage to through to the exchange of contract
· Carry out inspections of customers’ homes to ensure they meet the required standard to enable them to transfer to alternative accommodation
· Signpost customers to relevant internal/external support to meet any identified needs around improving their ability to manage a tenancy
· Ensure customers are advised and supported to make claims for housing benefit and universal credit housing costs and that advance payments are taken to ensure rent accounts are paid on time and arrears are prevented
· Identify areas of high churn and low demand properties and suggest strategies for improving performance of these schemes
· Make recommendations regarding the future provision of homes, including schemes proposed by the Development Team in conjunction with colleagues and the Team Leaders
· Attend consultation events, snagging, handover and retention inspections for new developments as necessary
· Work effectively with own team and equally to support a ‘one team’ approach within the housing directorate and wider within the organisation generally. Through personal and professional example inspire colleagues and uphold the vision and values of Citizen
· work collaboratively with the Neighbourhoods, Income, CASH, Customer, Repairs, Finance and Asset Management colleagues to deliver a joined up and coherent approach to services
· Forge and maintain productive working relationship with internal and external partners that support the delivery of business objectives and develop networks which support innovation and the adoption of current best practice
· Identify ways that the service can achieve value for money for customers by generating more for less; controlling costs; meeting targets and being efficient
· Work to achieve performance targets to ensure the team delivers its contribution to the organisations business strategy objectives and local service objectives and measures. Contribute to a culture of continuous improvement by identifying areas for improvement
· Support community engagement and community investment activities and the development of activities which add value to our service and help achieve corporate objectives
· Ensure that all controls and procedures put in place to manage risk are followed and observed, particularly lone working procedures
· Undertake all the work in line with our policies and procedures, including Health and Safety, Customer Involvement, Equality and Diversity and Safeguarding
· Undertake any other duties commensurate with this post as reasonably requested by the Lettings Team Leader




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

· Must have relevant professional qualification e.g. CIH level 3 or above or a willingness to work towards 
· Must achieve higher level education (post A level) or equivalent through relevant training/experience
· Must demonstrate relevant experience of working in a social housing environment in a similar or related role
· Have knowledge and understanding of the legislative and regulatory frameworks applicable to the social housing sector
· Must have knowledge and understanding of current best practice in allocations, lettings and void management processes
· Have knowledge and understanding of housing and welfare benefits
· Must have experience of working within a busy customer service environment
· Must have experience of dealing with vulnerable customers with a variety of support needs
· Must have well developed IT skills including the use of MS Office and the ability to proficiently use computer databases
· Have experience of working effectively and constructively with customers, internal and external stakeholders and partners to support the delivery of business and other objectives and outcomes
· Communicate clearly and in plain English– excellent spoken, and written skills to a variety of audiences
· Be numerate and data rational; calculate customers’ rent payments and explain calculations clearly accurately
· Have good listening, negotiating, influencing and problem solving skills
· Keep comprehensive and up to date case records and accurately produce legal paperwork as required
· Manage, organise and prioritise workload
· Demonstrate commitment to excellent customer service in all activities
· Meet targets and deadlines
· Self aware and displays respect and empathy for customers’ needs and requirements
· Network and build relationships to develop effective partnerships, both internally and externally
· Be a flexible and cooperative team player who understands the wider impact of their work on other departments and teams.
· Embraces the need for and adapts positively to change, resilient to challenges, obstacles and handling conflict
· Be highly self motivated, acts with integrity and shows drive and enthusiasm
· Demonstrate understanding of and commitment to principles of equality and diversity
· Must have current clean driving licence and access to a car
· Be able and willing to work flexibly and attend meetings and other events outside normal business hours to meet the needs of the service
· Have awareness of our values and ability to give examples of how these have been demonstrated



Citizen Values – It is important that you live our values

· BRAVE Willing to take on the tough stuff, to challenge yourself and not give up
· AMBITIOUS Able to find solutions, not afraid to try things out and willing to keep learning and improving
· HONEST Willing to take responsibility, to be realistic and to do what you say you will do
· CITIZEN Committed to our people and places; you believe everyone has something to give and encourage everyone to be the best they can be


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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