
[image: image1.wmf]
JOB TITLE: 

Housing  Support Officer
REPORTS TO:
Management and Project Support Officer
DEPARTMENT:
Housing
SECTION:

NCH
_____________________________________________________________________

1.
PURPOSE OF JOB
Act as part of the team providing administrative support to the Heads of Service in the Housing Service and where appropriate the Exec Director (NCH.). The post holder will provide a complete time management, correspondence and administrative support service, including supplying management information for reports and undertaking other specific administrative activities to support the smooth running of the department.
LEVEL DESCRIPTION

· Operate within a range of more complex processes, requiring in-depth expertise in a particular area and some knowledge of how to interpret legislation relevant to the division / department.

· Expected to solve varied problems or develop solutions across a broad area of responsibility involving regular liaison with senior managers of Council partners.

· Analysis, interpretation and manipulation of information and data are likely to be a more regular and important requirement within the role, e.g. when producing information for senior managers.

· May undertake a number of project based activities that include researching specific topics / best practice and preparing briefing documents / reports summarising findings.

2.
PRINCIPAL ACCOUNTABILITIES
Secretarial Support

Provide comprehensive and proactive secretarial support to anticipate the business needs of the Housing Management Team, including, preparing computer-based documentation using a variety of software packages to Council standards from input provided or on own initiative to meet the requirements of the author and the audience, e.g. correspondence, charts, presentation material, etc, some of which may be confidential in nature.

Diary Management

Provide a time management service for the Housing Management Team, arranging and co-ordinating meetings and other appointments as required with a range of internal and external individuals, organisations and agencies as they relate to own work area, ensuring that adequate time is set aside for the Team to achieve key tasks. Record Council and Committee meetings in the diary in advance and schedule adequate time to ensure his/her attendance as required.

Information Gathering/Research

Ensure that the manager/director is fully briefed and prepared for a complex network of meetings.  This includes maintaining an effective ‘bring forward’ system for collation of papers to ensure the relevant information is available, co-ordinating and preparing papers in advance, using initiative to undertake research on specific topics, obtaining and providing other information as required, ensuring that all follow-up actions are completed. 

Be aware of deadlines for completion of reports for Council committees and ensure these are met.

Perform straightforward interpretation, analysis and manipulation of data or information, presenting findings / results accurately and appropriately to support effective reporting.
Meetings

Facilitate the Departmental / Directorate Management Team, and other senior level meetings and groups as required.  Book venues, arrange any necessary equipment, prepare agenda, take and circulate minutes, ensure that all relevant information is readily available, arrange refreshments and code these to the appropriate budget.  Read minutes from meetings, summarise information and identify action points for the manager.  Circulate information to the department / team to ensure key decisions are widely circulated.

Meetings are likely to involve senior staff from within the council as well as a diverse range of representatives from external organisations and agencies.  The role holder will be familiar with the language and jargon relevant to own area of work, particularly when taking and drafting minutes.

Conferences

May set up conferences as requested: book of venues, arrange catering and equipment, invite speakers and delegates and prepare briefing materials.  Assist on the day with welcoming, registration and co-ordination of functions to ensure the event runs smoothly and efficiently.
Correspondence

Deal with all incoming correspondence including emails, using own initiative to decide priorities, seeking information from others, drafting routine letters or feeding back to the enquirer as appropriate in the absence of the Director.  

Enquiries/Problem Solving

Maintain an awareness of current directorate related issues within the authority and nationally in order to develop solutions to a range of problems and issues across a number of services or a support directorate and from a variety of individuals, organisations and agencies, including, MPs, elected members, service users and the general public.

This may involve:

· using initiative to resolve a range of more complex problems, including those that occur less frequently, referring to procedures or using experience to provide information or advice;

· using judgement to decide when to pass more complex queries on to or involve others;

· recognising / understanding the impact of incidents that arise and raising issues of concern or urgency immediately with the senior manager / director, or, in their absence, knowing to which senior manager or department the issue should be referred.

Issues raised may be confidential, complex, contentious or sensitive or callers may already have been referred on by another office, therefore, the role holder must deal tactfully, diplomatically, professionally and calmly with all enquiries so that the best possible image of the directorate is presented and to ensure the on-going efficiency of the office.

Complaints Process

Screen official complaints from service users and work actively with them, alongside relevant Service Managers, to deal informally with their substantive issues where possible, in order to reduce the number of complaints that have to be dealt with on a more formal basis or escalated to the next stage.  Draft and send responses to service users within set time, recognising and prioritising the urgency of some matters above others.
Communication & Liaison

Liaise with a range of internal and external contacts at all levels, including senior managers, Directors, elected Members, MPs, external agencies and service users to build and promote good working relationships.  This may include initiating liaison and maintaining a network of regular contacts to streamline work or increase efficiency or quality of service delivery, e.g. when seeking information on best practice, facilitating future exchanges of information.

Act as the Division’s / Department’s Central Liaison Officer for the distribution of information and communication to all staff and provide other management information as appropriate.
Finance/Budgets

Undertake financial administration in accordance with procedures, which may include:

· checking and arranging payment of invoices and coding to appropriate budgets;

· recording and monitoring expenditure against budget headings;

· reporting to the manager/director any potential issues / anomalies in a timely and accurate manner.
Admin/Project Support

Deliver a range of service related administrative support tasks to an agreed quality standard or specification, for example:

· processing service-related CRB applications, judging when issues raised are relevant and should be discussed with the manager or a senior professional;

· provision of confidential information, records and files, making judgements in line with data protection principles. 

Make travel and conference arrangements in a cost effective manner, including complex itineraries / venues, to make most efficient use of the manager’s / director’s time.
Records/Systems

Maintain, develop and implement a wide range of manual and computerised records and filing systems as they relate to own area of work, ensuring confidentiality and efficient retrieval of information at all times.
Equalities

To be able to demonstrate a commitment to the principles of Equalities and to be able to carry out duties in accordance with the Council’s Equalities Policy.

A strong commitment to equality and inclusion is essential.

The list of duties in the job description should not be regarded as exclusive or exhaustive.  There will be other duties and requirements associated with your job and, in addition, as a term of your employment you may be required to undertake various other duties as may reasonably be required.

Your duties will be as set out in the above job description but please note that the Council reserves the right to update your job description, from time to time, to reflect changes in, or to, your job.  

You will be consulted about any proposed changes.
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POST TITLE:        Housing Support Officer
GRADE:
  Sc5


DIRECTORATE:   NCH



SECTION:   Housing
	
	ESSENTIAL CRITERIA

	Job Related Education, Qualifications and Knowledge
	· Relevant knowledge gained through formal training equivalent to NVQ level 3, or the equivalent relevant experience.
· Comprehensive knowledge and understanding of relevant standard software packages.
· Detailed knowledge of a range of the administrative and organisational policies, processes and codes of practice across a range of role-related services.
· Good understanding of the function and targets for a range of role-related services
· Working knowledge of the activities of other areas of the Council as they relate to own role.


	Experience
	· Significant office/secretarial experience at a senior level, including working in a partnership environment.

· Considerable experience of using relevant software packages for word processing, spreadsheets, databases and presentations.

· An experienced user of using email, the internet and intranet.

· Experience of taking and producing accurate draft minutes of meetings, including those of a more complex and sensitive nature.

· Some experience of recording and monitoring expenditure against defined budgets.

· Experience of researching and collating information and preparing briefing notes.

· Experience of dealing appropriately with sensitive and confidential issues/information/situations as they relate to own service/division.


	Skills/Abilities

Skills & Abilities cont.


	· Carry out a range of work activities within a division or support directorate with minimum supervision.
· Advanced keyboard skills.
· Secretarial skills, e.g. shorthand / audio typing, document layout / presentation skills.
· Excellent telephone technique and the ability to communicate straightforward information clearly, in person and in writing, including that which may be more complex and need careful explanation to ensure it is understood.
· Deal with challenging people calmly and confidently whilst providing a courteous and efficient service.
· Excellent literacy skills to undertake a range of tasks, e.g. minute taking, compose/draft routine correspondence, undertake research and produce concise and approprirate written information.
· Numerate, e.g. able to check invoices and monitor expenditure against allocted budget(s), check travel/expense claims, produce straightforward statistics for reports etc.
· Good analytical skills, e.g. able to accurately summarise lengthly documents/reports into concise briefing documents.
· Make day-to-day decisions about own workload within a clear framework.
· A flexible approach to work to meet the needs of managers and colleagues within the division/DIrectorate.
· Strong organisational and time management skills to prioritise own workload and identify urgent matters that need immediate attention.
· Work effectively and calmly under pressure and meet deadlines for division/support directorate related activities.
· Demonstrate sensitivity, diplomacy and tact in all division related issues.
· Proven initiative and judgement to resolve more varied or complicated problems independently.
· Review current systems and processes and suggest new ways of working to improve efficiency within the office.
· Provide support to other members of staff, e.g. induction and guidance to new starters, temps, as required.


	Equalities 
	· To be able to demonstrate a commitment to the principles of Equalities and to be able to carry out duties in accordance with the Council’s Equalities Policy. 

	Other Requirements
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