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Job Title: 	 Housing & Estates Manager 
Responsible to: 	 Director of Operations  
Contract Length: 	 Permanent 
Hours: 		 35 hours per week
Salary: 		£45,000.00
Staff Management:  1 Housing Officer, 2 Estate Service Officers, 1 Customer Officer (3 days per week)
Key Responsibility:  Housing Management, Estate Services, 
Location: 		 14 London Road, Northfleet, Kent, DA11 9JQ

__________________________________________________________________

Housing Management 
· Direct leadership and management responsibilities for one Housing Officer, and 1 Customer Resolution officer, 3 days per week.
· To ensure that performance in areas such as Arrears, Voids, Complaints, ASB, Resident Engagement and tenancy matters are managed in line with key performance targets and objectives.
· Lead on complaints (Stage 1) for all areas of Housing Operations & Estate Services.
· To monitor, track and report on telephone calls coming into the business, identifying areas for improvement.
· Manage OOH via Careium and work with the Director of Operations on reviewing the OOH in the next 12 months. 
· Provide training, support, and development to staff under your leadership, management.
· To manage key service contracts, ensure we are delivering value for money, check and code contractor invoices along with quotes received. 
· Carry out policy reviews for all areas under your management with support from the Director of Operations. 
· Also carry out all areas of recruitment for areas you are responsible for. 
· To deliver on the resident engagement strategy, process with key aim to improve the resident voice, engagement and increase usage of the resident portal. 
· To support the Resident Engagement Panel and support the Housing Officer at the monthly meetings and ensure that the panel have clear roles in scrutinising GCHA services for the next 12 months. 
· To work with the Director of Operations to deliver on the annual customer satisfaction surveys, TSMs and the quarterly transactional customer satisfaction surveys. 
· To improve customer services and customer satisfaction levels to 80% plus. 
· To work with key partners to ensure performance is improved in all areas under your leadership and management. 
· To support the wider business to ensure that Housing Matters related to Property Compliance, Repairs, etc are delivered. i.e., Injunctions for no access; letters to residents leaving their items in the communal areas.
· Ensure that all staff are working to the requirements of the Resident Charter which allows residents to hold us to account regarding response times with housing queries. 
Estate Services Management 
· Direct leadership and management responsibilities for 2 Estate Services Officers 
ensuring a 12 month plan in place to cover the following: 
Fire safety checks of communal areas i.e. fire doors, fire alarms, AOVs electrical cupboards, emergency lighting, passenger lifts, identifying H&S issues i.e. slips and trips, removing combustible materials from communal areas
Responsible for minor repairs estate areas internal, communal i.e. structural walls, fencing, pavements, checking car park areas, bin areas, etc
Managing the annual tree/window contract for communal areas 
· Manage the Cleaning & Grounds Maintenance contract and any subsequent contracts related to core communal areas, window cleaning, pest control, fire safety etc. 
· Also ensure that the cleaning and grounds maintenance contract (as well as) other contracts under management are post inspected, have clear specifications in place re. works and checked on a regular basis, including putting in performance meetings, reviews. 
· Responsible lead for complaints covering estate services (Stage 1)
· Policy reviews and recruitment selection of new recruits
· Responsible for training, support and development of staff and making sure that they cover and meet key H&S checks before using tools and carry out risk assessments on all works areas before commencing work. 
· This list is not exhaustive and where additions apply, this will be discussed with you in advance.
· Lead on estate inspections and work in partnership with the residents and staff to improve feedback and repairs related to estate services.
Contracts Management
· To lead and manage all contracts within your responsibility to deliver strong performance and value for money, improve quality standards, compliance with regulatory standards and improve overall performance & customer/staff satisfaction.  
Work in collaboration with other GCHA staff
· To work in collaboration with the Repairs & Contracts Manager and the Compliance Lead to ensure that key Housing, Repairs and Compliance (Where overlapped) areas/tasks/requests are resolved to a satisfactory level. 
· To work with the Repairs & Contracts Manager to understand the roles of the Customer Resolution Officers and support they provide to all areas. 
· Ensure value for money is delivered in all areas of Housing Management, Estate Services.
· Attend regular estate site inspections with staff to ensure that communal areas are clean and safe, and you are satisfied that Housing/Estate Services staff are working together and keeping our communal areas clean and safe.
Performance Management 
· Ensure that weekly, monthly, and quarterly reports are provided to the Director of Operations to demonstrate monthly trends and performance in all areas that you are responsible for. Including updating KPIs for all areas. 
· To ensure that you carry out regular data analysis of performance information, data to identify any risks, issues that need to be reported on and or monitored. 
· Lead on key policy reviews as required covering your service areas. 
· Develop and review housing budgets on a regular basis to ensure budget spends are on track.
· Ensure that the team run weekly housing reports to ensure that jobs/cases are being completed and residents kept updated on any outstanding ASB, Arrears, Voids and Complaints and general Housing Management queries. 
Human Resources
· Ensure that GCHA procedures on recruitment, induction, training, and equal opportunities policies are adhered to and deliver key training where applicable. 
· Prepare job descriptions and person specifications, carry out recruitment processes and ensure equal opportunities.
· Approve and monitor leave, sickness records
Leadership 
· To ensure that you carry out monthly 1:1’s with your direct reports and hold monthly team meetings with your staff.
· To ensure that you set up team and personal objectives for each of your team and carry out annual performance appraisals.
· Provide training and support to your team on a regular basis including setting up personal training and development plans. 
· When senior management are not in the office, to step in and manage the office to ensure that there is adequate staff in the office to deliver services and phones are being responded to. 
· To visit GCHA properties within the first six months of being in post so as to understand the housing stock current status and performance and get to know the residents. 
· To keep up to date with all new housing and repair regulations 
IT management 
To ensure that your staff/team update CRM on a daily basis, and work with the CRO’s to close estate and housing works and complete customer satisfaction surveys. 
Raise any IT concerns with the Director of Corporate Services to ensure that CRM is running efficiently and able to deliver the services required. 
Communications 
To work with our external communications consultant to ensure that regular communications to residents are sent out on key operational areas and quarterly resident newsletters are sent to residents.
To monitor and review the Resident Portal to ensure that it is working successfully and look at ways to improve the resident take up ratio with the aim to review after first 12 months of implementation. 
Any H&S concerns, communicate with our external H&S consultant who will be able to advise accordingly.

Out of Hours
Make sure that the OOH services are delivered in line with key expectations. You will also form part of the OOH team rota to ensure that we deliver an effective and responsive service to our tenants outside of normal office hours. 
Other responsibilities
The key tasks listed above are only an indication of the main tasks required to be performed. It is not an exhaustive list of duties and responsibilities and may be subject to amendment to take account of changing circumstances. Any changes will be made following discussion with the role holder. The role holder will need to ensure they remain co-operative and flexible undertaking all tasks as required in line with GCHA’s vision, values, policies/procedures, and regulations.
The post holder will be a car driver with an updated licence. 
image1.png
gcha




