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Recruitment and Selection
JD/JS Document
	JOB TITLE  Housing Services Assistant
	REPORTS TO: Senior Housing Services Officer / Housing Services Manager
	NO OF DIRECT REPORTS:   None


	KEY JOB ELEMENT
To deliver excellent services to YHN’s customers.
To assist in the delivery of a full range of housing management services.
To effectively use electronic office systems to record and analyse data.                       
	KEY PERSONAL CHARACTERISTICS:

· Provides excellent customer care in answering enquiries 

· Adapts to flexible working hours

· Delivers performance culture and achievement through team work

· Highly organised
· Able to manage varied workload and meet deadlines


	COMPETENCIES
	KEY DELIVERABLES

	Generic Competencies
1. Drive for Achievement

2. Managing Self and Others

3. Customer Focus

4. Business & Financial Acumen

5. Team Working
6. Technical


	· Wants to achieve 3* (excellent) service provision
· Agreed core workplan targets and objectives are met
· Makes a difference through positive actions
· Uses time of self effectively

· Uses conflict resolution skills appropriately in individual cases
· Understands relevant corporate and divisional goals and targets and is motivated to deliver these
· Offers appropriate advice and guidance to colleagues 
· Is change positive and takes appropriate responsibility for decisions
· Customer satisfaction is achieved at all levels

· Implements systems and processes that improve service delivery

· Meaning and intention of actions and decisions are effectively conveyed

· Conflict with customers is limited and problems are brought to a satisfactory conclusion
· Diversity is valued, differences respected and equal treatment afforded to all

· Recognises financial implications of decisions and actions 
· Adopts a team approach to work 

· Welcomes and listens to the advice and ideas of others

· Embraces personal development
· Is flexible in their approach to work
· Able to produce performance information to a high standard

· Accurate use of Information Technology systems. 

· Delivers best practice solutions to Housing and Estate Management issues 
· Knowledge of the delivery of key areas of Housing Management services i.e.  Arrears reduction, Void management, Allocations and Estate management.
· Skills are continually developed



Assessment Methods
1. Behavioural Event Interview
2. Technical task - 
Provision of a number of written scenarios on a customer service and conflict resolution theme.  Ask the   (Time Limited)    candidate to describe how they would approach the situation and seek to resolve the issues.

3. References
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