
    Page 1 of 14 
 

 
                                              
 
 
 
 

 
 
                                
 
 

 
Housing Officer  

 
 
 
 

 
Recruitment Pack 



    Page 2 of 14 
 

 
 
SECTION 1      
 

 
June 2017 
 
 
Housing Officer  
 
 
Thank you for your interest in this position.  
 
Enclosed is the information you will need to assist you in applying for the role. 
 
To apply please: 
 

 Fill out the application form 

 Include a supporting statement detailing how you are a good candidate for this 
post and how you fulfil the role profile & person specification  

 Fill out the equal opportunities monitoring form 

 
Please ensure your full name is on all documents and ensure you place the title of the 
role you are applying for in the subject heading of your email. 
 
Applications should be e-mailed to careers@h4w.co.uk  
 
Good luck with your application. 
 

 
 
Zaiba Qureshi 
Chief Executive 
Housing for Women  
 
 

mailto:careers@h4w.co.uk
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SECTION 2  INFORMATION FOR YOU 
 
Housing for Women – a brief background  
 
Housing for Women is an independent organisation supporting women in London and 
challenging the inequalities they face.  As a charity and a housing association, we are proud 
to have housed London’s women for 80 years; providing secure, affordable housing and 
related services to help them make the most of the opportunities they have. We also provide 
targeted housing and support for women who have suffered domestic abuse, been trafficked 
or released from prison.   
 
We own 881 homes across 8 London boroughs. The majority of our accommodation is for 
women and their families nominated by the local authorities where we operate. The 
Association only gives tenancies to women and we provide a range of general needs 
housing options. Our housing management/maintenance teams are trained in the particular 
needs of our client group to provide gender sensitive services. 
 
Domestic violence and abuse damages and disrupts the lives of thousands of women and 
their children. We provide immediate support and refuge for women and their children in 
several sites across South East and West London. Our refuges provide safe accommodation 
for 65 women and 100 children each year and support to a further 50 women who choose to 
stay in their homes. 
 
Re-Place is the only project in London offering second stage housing and support for women 
who have been trafficked for sexual exploitation or domestic servitude. These women are 
some of the near-3,000 women trafficked for prostitution in the UK at any one time.  
 
Re-unite is a project where we work with female ex-offenders who would otherwise be 
homeless and lose custody of their children on release from prison.  The project offers a 
programme of tailored support to tackle the problems they face in order to break the cycle of 
reoffending.  
 
We have a dedicated worker who provides advice and support to older tenants living in our 
properties. She helps with a range of issues from welfare benefits, ensuring tenants receive 
appropriate social care and advising on housing options.  We also provide support to the 
Older Women’s Co-Housing Group. 
 
Our vision is to we work to empower women through providing good homes and services 
and challenging inequalities faced by women.   This vision is guided by a set of values:        
 
Empowering - We enable our people to use their talents to provide the service our 
customers want.   We aim to empower our customers to make choices and have greater 
control of their lives. We do it all the time. 
 
Positive - Our people have a ‘can do’ attitude.  We are positive about change and see it as 
an opportunity to develop. 
 
Acting with Integrity - We are fair, open and honest and keep our promises. We know how 
important it is for people to have trust in us. We work hard to earn and keep that trust. 
 
Committed to Excellence - We are always striving to do better and are enthusiastic about 
learning from our experiences to improve. 
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Our Strategic Objectives for 2017-20 are: 
 

1. Provide excellent service in partnership with tenants, increasing the level of customer 

satisfaction with all services 

 

2. Retain financial viability  

 

3. Optimise our use of assets in order to effectively invest in bringing property up to the 

standards expected by our clients, and to meet the revenue challenge of the government 

driven rent cut 

 

4. Empower women and challenge inequality by continuing to invest at current levels in 

our added value activities, leveraging additional value through pro-bono activity and 

volunteering 

 

5. Strengthen our business through continued investment in IT infrastructure, mobile 

working, and data management, in people skills and organisational development  

 
 
 
Working at Housing for Women 
 
With around 90 staff and volunteers, we are not a large organisation so every single member 
of staff is vital if we are to deliver on our vision and values.  This requires a high degree of 
commitment from our people and a passion for what we do.  Below, some of our team share 
their stories of their time with the Housing for Women.  

“I am always proud to say where I work as the name, Housing for Women, says exactly what 
we do and it always gets a positive reaction.  I have worked here for a long time because I 
believe in the values we promote and that is to give women in London safe and secure 
homes so that they can build great lives for their families.”     

“Housing for Women is a dynamic and fun office to work in where you can see first-hand the 
work that is carried out to support vulnerable women and their children in London. All of the 
teams work closely together and it is great to gain knowledge of how other areas of the 
organisation work.”    

“Being a woman working for an organisation that has morals that I understand, that is 
passionate about improving the lives and environment of its residents, and with close regard 
for its staff is where I want to be.”  
 
“We all work together as one big team, sharing ideas and listening to each other, and all 
working to the same goals.” 
 
Our offices are based in the heart of Brixton, with its lively shopping hub and foodie 
reputation, 5 mins walk from the tube. 
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Benefits we offer 
 
We have set out the details of the formal terms of employment in Section 3. Here, we cover 
some of the additional benefits that we offer to people who work with us. 
 

 Pension 
All staff who have completed three months’ service are eligible to join the company 
pension scheme.  Housing for Women contributes up to 10.5% dependant on the level of 
employee contribution.  The minimum employee contribution is 1%. 
 

 Performance related pay scheme 
HfW regularly benchmark our salary ranges to ensure we are paying a fair wage to our 
employees. New employees are usually appointed at the start of the salary range for 
their job, with an opportunity to receive a pay rise each year, depending on how well you 
perform in your role. Once your salary is at the top of the range you will still have the 
opportunity to earn non-consolidated payments each year according to your 
performance. 
 

 Death in Service benefit 
We give free Death in Service benefit, to all staff who have completed their probationary 
period, of 3 x annual salary. 

 
 
 
Additional benefits 
 

 Season ticket loans 
After you have completed your 6 months’ probation period you would be eligible to apply 
for a season ticket loan that you pay back in equal monthly instalments during the year. 
 

 Childcare vouchers 
From day one you would be eligible to “sacrifice” some of your gross salary in return for 
a maximum of £243 per month in childcare vouchers.  You benefit from a slightly higher 
value voucher than the income you have “given up” and a small reduction in tax.  You 
must use these vouchers with registered childcare providers. 
 

 Gym membership 
After you have completed your probationary period, we will contribute £15 a month to 
your gym membership.   
 

 Eye tests 
If you use computer screens as part of your job here, we will pay for annual eye tests. If 
you find that you do need new prescription lenses we may pay contribute half of the cost 
up to a maximum of £30. 
 

 Professional Subscriptions 
We may pay subscriptions to professional bodies if that membership brings a benefit to 
the organisation.  This is at our discretion and it would count as a taxable benefit. 
 

 Immunisations 
We offer immunisations against Hepatitis B and Tetanus for those staff who we have 
determined that it is advisable to do so given the work that they do. 
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 Sabbaticals 
When someone has worked here for 5 years or more we will consider unpaid sabbaticals 
of up to 6 months.   

 
 

 Buying and Selling Annual Leave 
You may be able to buy or sell up to 5 days annual leave in a holiday year.  

 

 Professional Qualifications 
Housing for Women is committed to the continual Learning & Development of all staff 
and will consider funding or part funding of any courses or qualifications, which may be 
beneficial to the employee or Association. 
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SECTION 3   THE ROLE AND WHAT WE ARE LOOKING FOR  

      
 

JOB DESCRIPTION 
 
 
 

Job Title:  Housing Officer  
 
Department:   Housing Services 
 
Reports to:  Head of Housing and Income Services  
 
Responsible for: Engaging with Admin Volunteer  
 
Based at:  Blue Star House, Brixton 
 

 
Overall Aim 
 
To protect income streams, arrears prevention, and maximise income for the organisation 
including current and former tenant’s rent and service charge and any other accounts.  
 
To ensure that rent and other charges owed are promptly and correctly collected, working 
actively with tenants, partner agencies, housing benefit and DWP offices etc. ensuring 
compliance with arrears and income policies and arrears procedures at all times.  
   
To provide a responsive, effective and efficient neighbourhood management service to a 
distinct portfolio of tenants and properties which will ensure that tenants’ needs and 
problems are identified at the earliest possible stage and that prompt action is taken to 
respond to those needs and to prevent escalation of problems. 
 
Financial Responsibility 
To minimise losses from empty properties by managing the voids process and actively 
working with colleagues to minimise void periods. 
 
To assist the Head of Housing and Income Services in collection and protection of rent in 
general needs and supported housing schemes, management agreements and service 
charges income of circa £6+m per annum. 
 
To assist the Head of Housing and Income Services in managing service charge and 
housing expenditure up to £500k per annum. 
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Key Responsibilities 
 
Income and Expenditure 
 
Support the Head of Housing and Income Services in developing and reviewing policies, 
strategies and initiatives to maintain and increase income levels. 
 
Monitor and manage arrears in allocated patch providing monthly progress reports, 
highlighting trends and exceptions, demonstrating compliance with procedures and making 
recommendations where required for evictions.  
 
Support the Head of Housing and Income Services with delivery against all Management 
Agreements and joint working with other landlords, to ensure obligations are met, producing 
annual cost and expenditure reviews to ensure the contracts / agreements produce a surplus 
or are cost neutral where of strategic importance.   
 
Customer Focus  
To ensure that all neighbourhood management services are delivered in accordance with 
specified standards and agreed policies and procedures to the tenants within the Housing 
Officer’s area of responsibility. 
 

 Working in partnership with the Direct Labour team to ensure regular visits to the 
properties in the patch in order to ensure that estate services such as cleaning, 
caretaking, ground maintenance and routine maintenance of communal areas have 
been carried out to specified standards and to take remedial action where they 
have not and to identify any additional repairs/works that need to be undertaken. 

 

 To visit, either by appointment or on an ad hoc basis, new and existing tenants in 
accordance with Housing for Women’s policies and procedures to ensure that 
tenants have settled in to ensure rent collection, service charge and housing 
benefit problems are taken up and dealt with, repairs are inspected and where 
necessary reported and any other tenancy issues or problems within the home are 
noted and appropriate action is taken. 

 

 To ensure that prompt action is taken in response to any matters raised by the 
tenant and that the tenant is given a full response within agreed timescales, and is 
kept informed on a regular basis about progress where problems cannot be 
immediately resolved. 

 

 To liaise with external organisations, in particular local authority housing benefit 
and social service departments and health authorities, and DWP to bring to their 
attention any relevant problems experienced by the tenants to ensure that tenants 
receive the housing related services and / or benefits to which they are entitled. 

 

 To ensure housing benefit forms are submitted and liaising with the housing benefit 
department / DWP where appropriate. To take appropriate action promptly and to 
give welfare benefit information where required. 
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 To ensure that communications with tenants, whether verbal or in writing, are at all 
times courteous, accurate and clear, and conform to the highest standards of 
customer care and are in accordance with the Association’s policies and 
procedures. 

 

 Answering telephone enquiries and dealing with tenants visiting the office. 
 
Promote Mobility 

 Co-ordinating tenant mobility via Homes scheme or equivalent, internal transfer, 
mutual exchange and local authority nominations etc. 

 
Service user participation 
 
To work actively and in liaison with tenants and tenants’ associations in the Housing Officer’s 
area to encourage and develop tenant participation within Housing for Women, including:  
 

 Attendance at meetings 
 

 Explaining basic housing management and maintenance policies and procedures  
 

 Ensuring that individual and group concerns are responded to promptly and 
effectively 
 

 Contributing to the production of the newsletter and other information that is 
circulated to tenants. 

 
Managing and developing services  
 

 To report as appropriate on the performance of external contractors and 
consultants and ancillary staff responsible for providing services to tenants. 
 

 To ensure that the Head of Housing and Income Services is kept fully informed 
about issues arising within the Housing Officer’s patch and to agree appropriate 
courses of action to resolve more complex estate and tenancy management 
matters, including the taking of legal action and attendance at court representing 
the Association. 
 

 To ensure that all actions taken are in accordance with the values and objectives of 
the operational plan and the Association’s approved policies and procedures and 
to contribute to the development of new or improved policies and procedures. 
 

 Where necessary to inspect properties when an occupation ends and to ascertain 
whether repairs and redecorations are required and to prepare a void report. 

 
Team working 

 To work both as an active and supportive member of the Operations department 
and to ensure service delivery is maintained at agreed standards and participate 
positively in the introduction of new initiatives. 
 

 To meet agreed performance targets in relation to the management of the 
properties in the Housing Officer’s area and to contribute positively to the 
achievement of team targets. 
 

 To participate in duty rota and arrange cover for all planned absences 
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Working with others  

 To liaise with colleagues in Finance, the Customer Services Hub and Property 
Services to deliver excellent and responsive services to customers. 

 

 To provide information as required on any aspect of the work relating to the 
properties and tenancies managed by the Housing Officer. 

 

 To report repairs and maintenance problems to the Customer Services Hub.  
 
 
Record keeping, data management  

 To make best use of information and other technology to ensure an enhanced 
service to tenants and/or increased operational efficiency. 

 

 To maintain and assist in maintaining where appropriate, relevant files, records, IT 
and other systems to ensure information is up to date and can be accessed and 
understood by others. 

 
Health and Safety 

 To comply with all aspects of the Association’s Health and Safety policy, ensuring 
that any potential risks or breaches are reported to the Head of Housing and Income 
Services 
   

 To identify and report safeguarding concerns relating to tenants, their families and 
other service users to the Head of Housing and Income Services 

 
Quality and regulatory compliance 

 To positively support the Association’s Equal Opportunities and Diversity policies in 
all aspects of work. 

 

 To participate positively in training courses and adjust own working practices 
appropriately. 

 
Other 

 No job description can be entirely comprehensive and the post holder will be 
expected to carry out such duties as may be required from time to time and are 
broadly consistent with the job description. 

 
 
 
Please also be aware of and follow Housing for Women’s policies and procedures, with 
particular attention to health and safety, equality and diversity and customer service 
excellence. To further your development and knowledge you will be expected to attend 
training as necessary. 
 
Housing for Women reserve the right to amend this role profile as necessary, after 
consultation with the post holder, to reflect changes in or to the job.  
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Role Experience, Knowledge and Skills Profile – Please note that areas marked with S are the shortlisting criteria; you must address  
these in your application.  
 

Experience & 
qualifications  

 Good standard of general education S 

 Strong experience of social housing management, preferably with a recognised qualification at HNC level or higher. S 

 Working experience of DIY possession procedures. S 

 Experience of effective management of rent arrears. S 

 Experience of using a computerised rent account systems and database. 
 

Knowledge   Working knowledge of relevant housing legislation S 

 Excellent knowledge of housing and welfare benefits 

 Knowledge of current issues in the provision of social housing, welfare reform, Housing and Planning Act. S 
 

Skills  Good verbal and non verbal communication skills with ability to: - 

 Communicate messages and information clearly, confidently and concisely 

 Deal effectively with harassment and nuisance complaints S 

 Use accessible language and a variety of written and oral methods appropriate to the situation  

 Good understanding of Equal Opportunities and Diversity policies 

 Build rapport, encourages active participation and enable others to express ideas and opinions 

 Demonstrable ability to write letters and reports and to maintain accurate records 

 Demonstrable knowledge and experience of using Microsoft Office or equivalent, including use of Word and Excel  

 Strong 'people skills' for building relationships with team members, colleagues and key contacts 

 Ability to maintain confidentiality 

 Able to work on own initiative be proactive, juggle competing demands and problem solve and to ‘muck in’. 

 Good communication skills         

 Able to meet tight deadlines  
 

Personal style and 
behaviour  

 An approach to work that is thorough and professional 

 Is able to work as part of a team  

 Has a particular regard for attention to detail  

 Confident and calm approach to work 

 Self starter 
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 Personal commitment to the corporate values, vision and objectives of the organisation  

 Lead by example (be a role model) – make your behaviour consistent with your words 

 Flexible ‘can do’ attitude. 
 

Other requirements   Current driving license and use of a vehicle during normal working hours desirable 

 A high degree of confidentiality, trust and reliability  

 Commitment to quality, customer service, best practice and best value in all aspects of the organisation’s operations 

 Evidenced commitment to equality and diversity 
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SECTION 4  PRINCIPAL TERMS AND CONDITIONS OF EMPLOYMENT 
 
 
 
 
Hours of work and location 
 
35 hours per week – Full Time – Permanent  
Monday – Friday  
 
Located in Blue Star House, Brixton 
 
 
Salary 
 
Starting from £28,200 per annum  
 
 
Annual Leave  
 
27 days plus Bank Holidays plus one additional day upon completion of 5 years’ service up to a maximum of 3 additional days after fifteen 
years. 
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Sickness entitlement  
 

Length of Continuous Service Maximum Duration of Sick Pay 

 Full Pay Half Pay 

During Probationary period n/a n/a 

From end of probation period up to 1 
year’s service 

1 month 1 month 

From 1 to 5 year’s service 2 months 2 months 

Over 5 year’s service 3 months 3 months 

 
 
Pension 
 
All staff who have completed 3 months’ service are eligible to join the company pension scheme.  Housing for Women contributes up to 10.5% 
dependant on the level of employee contribution.  The minimum employee contribution is 1%. 
 
 
 
SECTION 5    KEY DATES 
 
 
 

 
Closing date for applications  
 

 
Friday 30th June 2017, 5:00pm 

 

 
First Interview  

 
Thursday 6th July 2017 

 
 


