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Role Profile

	Job title: 
Housing Manager – Caithness

	Directorate: 
Customer Services

	Accountable to:
Regional Lead – North 

	Salary: £48,095.13



	People responsibility: Housing Officers, Housing Assistants, Court staff and through them all staff within the remit




Background

Cairn Housing Association provides tenants with affordable housing across 24 local authorities across Scotland. We provide a range of properties that include general needs, available to anyone over the age of 16, through to accommodation specifically aimed at those aged 50 and above which include amenity, retirement, and sheltered housing. 

[bookmark: _Hlk124774486][bookmark: _Hlk78880988]Job Purpose

To lead the delivery of our comprehensive neighbourhood focussed housing management service, the overall customer service offer that meet the Cairn Group’s Corporate Vision, Purpose, Values and Goals across our North area of operation that includes the Highlands and Caithness.

[bookmark: _Hlk125707626]The Housing Manager (Caithness) will support the Regional Lead in the leadership of the Caithness area, including deputising where appropriate and necessary.

The Housing Manger (Caithness) will work in partnership and collaboration with their counterparts to ensure effective delivery of the Group’s Housing Management services, including all aspects of tenancy management including income management and collection, neighbourhood approaches, tenancy sustainment and customer service and engagement. This also includes ensuring that all our homes and estates are well managed both proactively and reactively and are safe and desirable places for our customers and communities. The role is crucial in facilitating effective productive relationships with a wide range of external and internal partners and stakeholders.

The Housing Manager (Caithness) will provide active and visible operational leadership:

· To manage, motivate, support, and inspire a team to deliver a high quality housing management and support service ensuring customers’ needs are met and strategic objectives and team plans are successfully delivered.
· Ensure that the team provides excellent services and constantly seeks opportunities to improve and develop services to fulfil the Groups goals.

Principal Accountabilities

· To lead and manage the delivery of comprehensive, customer focused and responsive tenancy and estate management services within the neighbourhood.
· To lead the team on the delivery of high quality, customer focussed, tenancy and estate management services to geographically spread and mixed tenure neighbourhoods; proactively managing performance to meet targets and provide outcomes in line with Cairn Group service standards and values.
· To creatively manage your team to sustain tenancies, neighbourhoods, and our properties.
· To lead your team your team, providing appropriate support and advice, to ensure the effective management of anti-social behaviour in line with service standards.
· To lead and take ownership of customer and neighbourhood issues and complaints, ensuring they are dealt with in a timely and effective way, identifying and implementing any service improvements.
· To recruit employees, manage and develop performance, provide training, support  and guidance to ensure the team and individuals are high performing.
· Manage employee attendance. Take appropriate actions in line with company policy to support employees back to work, liaising with HR and Occupational Health as appropriate.
· To comply with policies and procedures for Health & Safety at work; carrying out appropriate employee Risk Assessments and employee training as required.
· Ensure compliance and reporting of any issues.
· To lead on developing and reviewing tenancy and estate management policies and procedures, facilitating, and delivering training to relevant employees.
· To manage budgets and ensure value for money.
· To support other Directorates where appropriate to minimise costs and maximise income in line with company’s priorities.
· Assist on decision making for the Cairn Group in terms of the Common Housing Registers and partnership working such as Rapid Rehousing/Housing First.
· Identify, initiate, and develop partnerships and agreements with other RSL’s, LA’s, refugee, and asylum resettlement projects and other agencies as appropriate.
· Support teams in setting appropriate goals and targets and establish an assurance framework that will enable progress to be monitored and areas for additional support to be identified.
· Deliver an effective customer focussed housing service working with multi-agency partners which embraces the Cairn Group culture, current and future legislation, policy, procedure, and best practice.
· Lead and develop the housing and customer services delivery teams to ensure customers receive an excellent service and that our services are delivered in line with agreed performance targets and KPI’s.
· Lead on the development of strong and effective partnerships with customers and stakeholders to deliver excellent and consistent housing services that fulfils the customer experience expectations of the Group.
· Ensure that the teams provide excellent services and constantly seeks opportunities to improve and develop services that fulfil the Groups goals.
· Manage the implementation and delivery of both strategic and operational objectives and projects which drive and support operational success
· Support teams to deal appropriately with customers enquiries, comments, complaints, and compliments via our multi-channel approach to interacting with customers.
· Ensure that our Complaints Policy and processes are operating effectively and meet the needs of our customers.
· Lead on the development of our approach to Neighbourhood Housing services and associated customer offers in the delivery of excellent housing management and customer services. Ensure that measures and action plans support the Groups approach to active asset management and value for money.
· Ensure we meet our contractual tenancy obligations and regulatory requirements.
· Ensure staff successfully delivery against portfolios e.g., rent income collections (including service charges & recharges), arrears management voids, allocations, estate management and sustainment.
· Support the Director of Customer Services to lead on the management and review of service charges in the North in liaison with customers and Group finance colleagues to ensure charges represent best possible value for money whilst meeting business needs.
· Develop regional tenant panels that supports our positive approach to engaging and communicating with our customers that also enables tenant participation that will ensure our current and future service standards are well understood and are delivered with a neighbourhood focussed perspective.
· Ensure service delivery against the goals of the Corporate Business Plan including setting short- and long-term priorities as part of the annual planning process.
· Prepare papers for the Board as required. This also includes attendance at Board, committees, working groups and team meetings as and when requested. 
· There is an expectation that you will show the necessary leadership to drive joint working, partnerships, and group activity. This will include representing Cairn at key events locally, regionally, and nationally to ensure that the Group’s reputation is protected and promoted. 

Delivery and Management of Services

· Ensure that performance data, performance monitoring and trend information is collected and reported as required, including the preparation of regular reports on performance for the Director, Executive Leadership Team and the Board and associated Committees.
· To be responsible for a housing management operational patch in times of resource pressure
· Work in partnership with the Area Housing Manager and Income Manager to achieve a consistent approach across the North area.
· Reporting on the delivery of service improvement such as departmental plans, service improvement plans, and other related project activity.
· Ensure that performance targets are clearly understood and met with a regular schedule of individual and team reviews. 
· Develop and maintain positive internal and external relationships.
· Maintain administration systems and databases, processes and accurate records and provide monthly performance reports and information for other reports as required. 
· To ensure that performance management procedures are conducted and specifically to create a motivated positive culture within the team. 
· Taking a key role as coach and mentor in being able to identify operational and individual development needs and implementing changes with a positive effect.
· Maintain Health and Safety requirements in accordance with Health and Safety Policies and site specific risk assessments. Undertaking checks as required.
· Manage individual team members and be responsible for recruitment and staff development within the team including training, 1:1’s, annual appraisals and addressing performance issues.
· Ensure the safety of residents and security and integrity of the accommodation is maintained at all times, and effective emergency plans are in place. Ensure good standards of record keeping, case management, and KPI reporting are maintained using the relevant systems.
· Management relevant budgets, working collaboratively and flexibly with colleagues and stakeholders to achieve best value for money whilst meeting 
· Be a true ambassador for Cairn Housing Association by living our values: customer first, excellence and accountabilities.
· Transfer of Engagement(s) – actively participating on current and future TOE’s into the Cairn Group.

[bookmark: _Hlk78884924]Relationships

· Group Directorates, Executive Team, and Board/Committees
· Housing Management, Income and Finance, Property Services and Business Services
· Independent Living staff
· Cairn Connect (Customer Service Centre)
· Tenant Involvement and Participation
· Community Regeneration and Welfare Benefits colleagues
· Local Authorities, Health and Social Care Partners, Third Sector, and other statutory and voluntary organisations
· Work with other colleagues across Cairn to identify potential partners and funders to establish opportunities to promote community development initiatives and community capacity building.

Other Areas 

· Promote equal opportunity and access to all users of the Groups services and that delivery is in accordance with the Groups Equality and Diversity Policy
· To be aware of current Health and Safety Policy and to take responsibility for your own safety and the safety of other members of staff.
· In collaboration with other colleagues, design and develop policies, procedures and learning and development plans
· Analyse and produce management reports to share with colleagues on customer service activity including evolving trends and areas of concern, and proactive measures.
· Maintain and develop a thorough knowledge of the Groups services including policy, procedures, legislation, and regulation to support our customers.
· Contribute to the Groups digital transformation agenda that will further enhance the experience and choices for our customers
· Undergo training as necessary to maintain our high standards
· Maintain confidentiality at all times in respect to matters pertaining to the organisation.
· Undertake any other duties appropriate to the post as directed by the Regional Lead

NB: This job profile / description is not intended to be a full list of every task or area of work. Its aim is to give a broad representation of the role. Other duties, tasks and requirements may be made of the post-holder broadly consistent with those described and/or meet the Cairn Group’s aims and objectives. Post holders will however only be asked to carry out reasonable tasks and duties.


































Person Specification

	Education

	Essential / Desirable

	· Educated to degree level and /or significant experience of working in a similar operational management role.
· Working towards, or in possession of a relevant qualification (e.g., leadership, management, and customer service, or equivalent)
· Member of CIH or other equivalent professional body
	· Essential


· Desirable



· Desirable

	Experience

	

	1. At least 5 years’ experience of developing and managing staff.
1. Experience of developing and managing a customer facing service, preferably with a sheltered, retirement / independent living environment.
1. Experience of implementing robust frameworks for manging and improving performance and service delivery.
· Experience of using data and working with customers and partners to continuously improve service delivery.
· Accomplished in using CRM, customer contact technology and multi-channel digital services.
· Experience of reviewing and successfully implementing and delivering service change.
· Experience of embedding a culture and ethos of customer service excellence.
· Professional membership or working towards, of an appropriate representative body.


	1. Essential 

1. Essential


1. Essential

1. Essential

1. Essential

1. Essential


1. Essential

1. Desirable







	Knowledge

	

	· Experience of working with older people or in a supported housing / sheltered environment.
· Proven experience with a capacity which involved leading teams, as well as service improvement.
· Proven experience of staff management covering all aspects of line management.
· Knowledge and understanding of housing, repairs, and maintenance and other associated services.
· Knowledge of the Scottish Housing Regulatory Framework.
· A well-developed understanding of data protection, document retention including knowledge of GDRP and FOI legislation.
· Understanding and operational delivery of customer experience activities.
· Knowledge and understanding of performance management and measurement through KPI’s.
· Specific knowledge of Office 365.
· Well-developed knowledge on complaints handling in line with SPSO good practice guidelines.

	· Essential

· Essential 

· Essential

· Essential

· Essential

· Essential


· Essential

· Essential

· Essential

· Essential 



	Skills and Abilities

	

	· Strong interpersonal skills to build and maintain working relationships and work as part of a team
· Customer and outcome focussed
· Strong people management skills and experience
· Ability to challenge, motivate and engage staff across teams to successfully deliver 
· Proven experience of improving the customer experience through delivery of excellent front-line customer service, experience of complaints management in an organisation with a high volume of customer transactions
· Analytical thinking and ability to review performance data, identify trends and to present outcomes in a clear and concise way.
· Demonstrated experience of designing and implementing new approaches to understanding customer experience
· Proven track record of delivering projects on time and within budget
· Excellent verbal and written communication skills
· Ability to work under pressure and co-ordinate a varied and complex workload
· Willingness to travel and able to occasionally stay away from home overnight
· Ability to accept responsibility and work on own initiative
· Committed to continuous personal development and willing to undertake training as required
· Respectful of others and shows commitment to equal opportunities

	· Essential

· Essential
· Essential

· Essential

· Essential


· Essential


· Essential

· Essential 

· Essential

· Essential

· Essential 

· Essential
· Essential

· Essential 




	Personal Qualities

	

	· Self-managing and self-motivated
· Excellent interpersonal and group skills
· Innovative, creative, and able to think out the box
· Committed to personal development as well as the development of colleagues
· Able to adapt to a dynamic work environment with competing workloads, demands and challenges
· Dedicated, excellent leader and motivator
· Flexibility over working hours to meet the requirements of the job
· Excellent verbal, written and interpersonal communication and influencing skills
· Professional, calm, and confident 
· Full driving licence required
	· Essential
· Essential
· Essential 

· Essential

· Essential

· Essential

· Essential

· Essential

· Essential
· Essential




Core Competencies

· Put our customers first
· Strive for excellence 
· Be accountable
· Think and act as ‘one team’
· Demonstrate respect
· Achieve work/life balance
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