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JOB DESCRIPTION
	Post Title: Homelessness Prevention and Housing Solutions Manager

	Department: Corporate Core
	Establishment/Post No: 

	Division/Section: 
Housing 
	Post Grade:  

	Location:
Town Hall or other outreach venues within the Borough
	Post Hours:   37 Hours

	Special Conditions of Service: 
· Extended flexi time scheme in operation.
· The nature of this post is not always predictable and will require the post holder to work flexibly dependent on the needs of the job.  This can mean being available and contactable outside of normal working hours (eg call out) for which a works mobile phone will be provided.
· Ability to travel inside and outside the Borough for which expenses will be payable in accordance with the council’s conditions of service.
· Carry colleagues and customers as passengers where required.
· Satisfactory DBS check at enhanced level to be renewed in line with the authority’s timescales.
· Participate in the out of hour’s emergency rota.

	Purpose and Objectives of Post: 
· Lead and deliver the provision of a proactive and comprehensive homelessness prevention and housing solutions service for anyone at risk of becoming homeless or who may be actually homeless, and these duties are delivered in a clear and transparent way.
· Responsible for producing robust data which accurately reflects the activity across the service and service outcomes in line with the homelessness legislation.
· To provide effective operational support and advice on housing policy and practice involving strategic input when required.
· To ensure an effective, customer focussed journey through the service via good customer service.
· To undertake reviews of Homeless decisions, eligibility and banding.
· Create partnership working with all stakeholders operationally 
· Manage a large team and demanding statutory service to met Council duty and obligations
· Service budget responsibility and control
· Support the Head of Service when required and act in their absence. 
· Provide cover for the other managers within the wider Homeless and Housing Options Service as required. 


	Accountable to:  Director of Housing Operations

	Immediately Responsible to:  Head of Service of Homelessness Prevention and Housing Solutions

	Immediately Responsible for:   All staff within the Homelessness Prevention and Housing Options Service 

	Relationships: (Internal and External)
· All employees in the department
· Employees in other departments
· Elected Members
· Members of the public
· External organisations such as registered social and private sector landlords, Lettings agents, Tenants and Residents’ Association,  Probation, CAB, Voluntary Organisations, County Court, NHS bodies, Police and schools
· Other Local authorities
· Asylum & Immigrations services & statutory bodies
· Statutory bodies – GMCA / MHCLG / Home Office
· Trade Unions

	Control of Resources:
· Effective use of ICT equipment and systems.
· Management of staff with the service.
· Mobile phone.

	Duties and Responsibilities

	1. Lead the operational delivery of the Homelessness Prevention and Housing Solutions service deploying employees effectively and efficiently to achieve a reliable first point of contact between customers and the service.


	2. Interpret and advise on housing and homelessness legislation, ensuing he service stays up to date with legislation, policy, strategy and practice. 


	3. Ensure both triage and telephone functions provided are customer focussed i.e. promoting self help, excellent customer care standards and offering effective housing options to meet customer need. This will include providing advice, signposting and making referrals to other agencies.


	4. Ensure home visits are undertaken as appropriate to assess a customers’ housing need and to offer a range of housing options i.e. debt advice, mediation, private sector accommodation to prevent homelessness through early intervention and help.


	5. Working with the Neighbourhood Teams, provide an outreach service into neighbourhoods with the aim of preventing homelessness as early as possible and supporting customers to remain in their homes


	6. Design employee rotas to ensure the Homelessness Prevention and Housing Solutions service is adequately staffed throughout its opening hours (including any late night opening) and ensure there is emergency and out of hours cover for the service. 


	7. Manage workload/caseload levels within agreed parameters set by legislative requirements, Council policy and local priorities.


	

	8. Monitor and audit working practices and cases to ensure that all employees adhere to homelessness legislation, current policy and priorities; standards of service are maintained; and there is consistency across the service.
9. Review homelessness decisions taken by the Senior Practitioner when requested by customers under the housing and homeless acts.


	10. Develop risk assessments within the service, including customer risk assessments

	

	11. Maintain a thorough knowledge of current legislation, guidance and policy in the areas of responsibility covered by this post.

	

	12. Monitor, review and develop policies, procedures and operational practice in line with legislation, national guidance, contractual obligations and Council policy.

	

	13. Recruit, supervise and performance manage employees within the service ensuring that all employees are aware of their responsibilities through team meetings, employee reviews and 1:1 meetings.

	

	14. Ensure that all services are clear accountable and responsible for meeting customer needs including access, timescales and service standards.

	

	15. Investigate and respond to complaints, Freedom of Information, Data Protection requests, etc in line with departmental policy, assist to implement any changes that may result.

	

	16. Develop information systems within the service to manage demand, improve communication with customers and promote self service/ self help.

	

	17. Ensure that all communication with customers (letters, emails, leaflets, face to face interviews, etc) is clear, easily understood and in a format that meets their needs and the Council’s statutory requirements.


	18. Support emergency planning activities by assisting other managers to set up rest centres where required in emergency situations.

	

	19. Participate in the out-of-hours emergency rota.

	

	20. Represent the Department at meeting, forums and partnership events within the Borough to strengthen links with partners and stakeholders.

	

	21. Attend team meetings and contribute to the wider running of the service through participation in events, business planning, corporate activities, working groups etc.

	

	22. Cover the duties of Housing Advisors and administrative staff as and when necessary to maintain continuity of service to customers. 
23. Strategic delivery of services under the direction and control of the Head of Service. 

	

	24. Cover and take responsibility for the Head of Service when required operationally. 


	

	Where an employee is asked to undertake duties other than those specified directly in his/her Job Description, such duties shall be discussed with the employee concerned who may have his/her Trade Union representative present if so desired.
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PERSON SPECIFICATION

Homelessness Prevention & Housing Solutions Manager
	SHORT LISTING CRITERIA
	ESSENTIAL
	DESIRABLE

	Degree or equivalent qualification
(All certificates to be checked at interview)
	
	

	Advanced knowledge and understanding of homeless and housing legislation and statutory guidance
	
	

	Recent and relevant experience of delivering homeless prevention and housing advice services 
	
	

	Experience of working at a senior level and managing complex and demanding statutory services
	
	

	Sound understanding of customer service giving examples of how you have applied this knowledge to improve outcomes for the customer
	
	

	Recent and relevant experience of handling complex and sensitive housing casework and bringing these cases to a successful conclusion
	
	

	Evidence of personal involvement in initiatives that have prevented homelessness and/or satisfied customer needs
	
	

	Experience of staff management relating specifically to:
· Workload allocation
· Collating, reporting and acting on of performance information for Service managers
· Managing relationships and maintaining a positive working environment across teams
· Effective change management
	
	

	Working knowledge of children’s and adults safeguarding requirements
	
	

	Proven ability to handle difficult situations and take hard decisions in the best interests of the customer
	
	

	Evidence of continued professional development
	
	

	Capability to work in different locations (with or without adjustments) and complete out of hours duties on a rota basis
	
	

	Previous success at supervisory level and managing a large team
	
	

	Successful management of complex front door services i.e. reception or one stop shops
	
	

	Ability to identify, control and manage service budgets
	
	

	Understand and assist in strategic delivery and service development
	
	


CRITERIA FOR INTERVIEW AND OTHER ASSESSMENT METHODS
The short-listing criteria listed plus the following:
	ASSESSMENT METHOD
	CRITERIA

	Test
	Ability to work with limited supervision (and to tight deadlines)

	Test
	Ability to analyse complex information and exercise judgement

	Test 
	Computer literate in the use of Microsoft Office Projects

	Test/Interview
	Good written and verbal communication skills

	Interview
	In depth understanding of homeless and housing legislation

	Interview
	Ambition and ability to lead a team

	Interview
	Willingness to take on new challenges in a positive way in response to factors such as change, reducing budgets and rising demand

	Interview
	Experience of managing complex caseloads  

	Interview
	Ability to organise and prioritise workloads effectively to meet deadlines, changing demands and performance thresholds

	Interview
	Experience of handling difficult situations

	Interview
	Sound appreciation of how operational decisions affect budgets


