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   Job Role/Description 


	Job Details

	Job Title
	Housing Officer (temporary to 31st March 2028)
	Report to:
	Head of Housing

	Department
	Housing Management
	Date Created
	September 2026

	Grade
	EVH Grade 7
	Last Review Date
	December 2025

	Points 
	PA22 to PA25

	Salary
	£42,707 to £46,895

	Job Summary – Housing Officer

	The Housing Officer is responsible for delivering a proactive, efficient and customer-focused housing management service across a designated patch. The postholder will manage all aspects of tenancy and neighbourhood management, including rent arrears, allocations and voids, estate management, anti-social behaviour, community engagement, tenancy enforcement, tenancy sustainment and support for vulnerable tenants. 
Working closely with tenants, colleagues and partner agencies, the Housing Officer will identify risks at an early stage, take appropriate and proportionate action, and help tenants to sustain successful tenancies. The postholder will maintain a visible and accessible presence within the communities served by the Association, ensuring that enquiries, complaints and housing management cases are handled consistently, accurately and within agreed timescales.
The Housing Officer will provide supervision and support to a designated Assistant Housing Officer, including allocating and monitoring workloads (within agreed parameters), providing case guidance, overseeing the quality and accuracy of work, and supporting individual development. The postholder will also work collaboratively with colleagues across Housing Management, Advice Team, Asset Management and other services to provide coordinated and responsive support to tenants and communities.
The role requires effective workload management, accurate record keeping and a strong focus on performance, service quality and continuous improvement. The postholder will contribute to organisational reporting, policy and procedure development, partnership working and the achievement of Paisley Housing Association’s vision of creating a Safe, Happy, Healthy and Thriving Community.
All employees are expected to work in accordance with Paisley Housing Association’s values, Code of Conduct and organisational policies, demonstrating integrity, respect, professionalism and a commitment to equality, confidentiality, data protection and excellent customer service.


	Our Strategic Direction – Vision and Mission

	Paisley Housing Association Core Vision:

· Integrity – We are open, honest and accountable
· Respect – We offer tolerance and compassion
· Positive – We have a can-do attitude 
· Community – We are community – focused and collaborative 

Our Vision 

· Our vision for the future sets out what we are ultimately working towards, namely;

A Safe, Happy, Healthy and Thriving Community

Our Mission

· Our mission sets our purpose and explains why we exist;

To Be a Sustainable, Innovative and Inclusive Community-Led Organisation

What does this mean for the postholder:
1. You will demonstrate an awareness and understanding of your role and your place in the team and take responsibility for your actions.  
2. You will seek advice and support appropriately from colleagues and line manager.
3. You will be self-motivated, positive and supportive of your colleagues.
4. You will demonstrate integrity, respect, honesty, and professionalism across all areas of your job.
5. You will take responsibility for your development and performance, keeping up to date with new processes and information.  
6. You will be able to identify training and learning opportunities.


	Position in the Organisation 

	The Housing Officer is part of the Housing Management Team and reports directly to the Head of Housing. The postholder will provide supervision and day-to-day support to a designated Assistant Housing Officer and work collaboratively with colleagues across the Association to deliver an effective, coordinated and customer-focused housing service.


	Job Outputs

	Role Output
	Includes the requirement to

	Performance & Service Delivery
	· Deliver performance targets within the patch, in accordance with our service delivery plan and KPIs.
· Monitor workload and prioritise effectively. 
· Maintain accurate case records. 
· Work collaboratively with other Housing Officers and Assistants.
· Organise and hold regular performance meetings with contractors.
· Provide a consistent, proactive customer experience. 
· Provide information to support organisational reporting where required.
· Complete self audit of Housing Officer cases. 
· Responsible for all stage 1 complaints and stage 2 complaints where the stage 1 has been actioned by a Assistant Housing Officer.

	Tenancy & Neighbourhood Management
	
· Provide advice and support to tenants on all housing matters. 
· Maintain regular contact with tenants within the designated patch. 
· Undertake tenancy visits and home visits as required. 
· Identify tenancies at risk and take early intervention action. 
· Promote tenancy compliance and sustainment. 
· Maintain a visible and accessible presence within neighbourhoods. 
· Take appropriate action on breaches of tenancy conditions. 

	Rent Arrears Management
	
· Monitor rent accounts and identify cases requiring intervention.
· Carry out arrears visits and engage with tenants. 
· Responsibility for rent arrears recovery in line with procedures.
· Negotiate repayment arrangements, ensuring arrears interview forms and financial statements are completed.
· Regularly reviewing accounts on arrangement, ensuring arrangement is effective.
· Escalate arrears cases in line with policy. 
· Prepare and progress cases for legal action. 
· Attend court as required. 
· Liaise with Advice Team colleagues and relevant external agencies. 
· Identify early indicators of financial difficulty and take preventative action. 
· Monitor all rent accounts that are in credit 
· Identify write offs and prepare approval requests to Head of Housing.
· Regularly monitor recovery of outstanding balances for re-chargeable accounts.

	Allocations and Void Management
	
· Ensure void properties are re-let efficiently and within agreed timescales. 
· Oversee the allocations process within the patch. 
· Select suitable applicants for properties in line with policy, as required.
· Monitor progress of all void properties and take action to minimise delays. 
· Undertake viewings.
· Complete tenancy sign-ups, as required.
· Ensure new tenancies are completed accurately on the Housing Management system 
· Liaise with development staff regarding new build properties and consultations in regeneration areas.
· Identify properties for potential lettings initiatives and discuss with the Head of Housing
· Ensure new build or acquired properties are let with minimal or no void period. 
· Maintain oversight of pre-let activity following tenancy termination and carry out a pre-term visit if a rent balance exists.
· Prepare report to Head of Housing for all Management Transfers and Exceptional Housing Needs for authorisation 
· Review lets that are outwith Housing Management timescales to highlight learning outcomes.


	Estate Management
	
· Carry out regular estate inspections within the patch, report repairs and environmental issues and monitor completion.
· Undertake action with all Category D cases.
· Identify and address environmental and neighbourhood issues. 
· Work in partnership with Asset Management / Estates Team on estate matters. 
· Identify and investigate abandoned properties, as required.
· Liaise with external agencies on estate related issues, including pest control.
· Promote high standards within neighbourhoods. 
· Process and manage invoices for estates services including cleaning and ground maintenance on an ad-hoc basis, as required. 
· Ensure invoices are accurate, approved and processed within required timescale, liaise with contractors as required.


	Anti-Social Behaviour & Tenancy Enforcement
	· Investigate complaints relating to anti-social behaviour and neighbour disputes for all Cat A & Cat B, P and Y complaints.
· Take a proactive approach to resolving cases. 
· Manage cases in line with policy and within timescales. 
· Liaise with Police, Local Authority and partner agencies. 
· Prepare and progress enforcement and legal action where required. 
· Attend case conferences and multi-agency meetings. 

	Tenancy Sustainment and Vulnerability
	· Identify vulnerable tenants and those requiring additional support. 
· Coordinate contact (including home visits where a vulnerability is identified), quarterly, with all new Section 5 tenants through the first year of their tenancy.
· Carry out an annual visit to all tenants within the patch, in coordination with Assistant Housing Officer.
· Following new tenant visit carry out an initial assessment of tenant needs and risks. 
· Refer to Tenancy Support Officer, Advice Team or external specialist services where needed. 
· Work with partner agencies to support tenancy sustainment. 
· Manage complex cases involving vulnerability and crisis situations, in partnership with Tenancy Support Officer where appropriate.

	Community Engagement
	· Contribute to consistent service delivery and customer experience. 
· Support tenant participation and engagement activities. 
· Identify community initiatives which are relevant to the patch or wider community.
· Work with the Community Connector to support community initiatives. 
· Gather and respond to tenant feedback. 
· Attend any Community Council meetings relevant to the patch.
· Manage any budget that is identified for Community Activities within the patch, providing reports to the Head of Housing.


	Supervision of Assistant Housing Officer
	· Provide supervision and support to the dedicated Assistant Housing Officer
· Dealing with non-complex sickness absence for the patch Assistant Housing Officer not requiring a fit note, where absence expected to last less than 3 days or where an absence trigger is not reached.
· Approve annual leave for Assistant Housing Officer within agreed thresholds.
· Set clear objectives and monitor performance. 
· Conduct regular one to one meetings, appraisals and performance reviews. 
· Allocate and monitor workload, within agreed parameters.
· Ensure effective triage of enquiries and casework. 
· Oversee quality and accuracy of work. 
· Provide guidance on cases and escalate issues where required. 
· Support training and development. 
· Ensure effective communication between roles. 
· Regularly undertake case reviews of a sample of Assistant Housing Officer cases.


	Partnership Working
	· Liaise with internal departments to support service delivery. 
· Work with external agencies to support tenants and communities. 
· Contribute to a coordinated and joined-up approach to housing management. 


	General
	· Ensure enquiries are dealt with efficiently and within timescales. 
· Attend meetings and training as required. 
· Provide cover for colleagues as required. 
· Contribute to policy and procedure development. 
· Support the preparation of reports and statistical information 
· Undertake any other duties as required by the Head of Housing or Director of Housing and Communities


	Key Relationships
	

	Who?
	Why?

	Director of Housing and Communities
	Service lead – providing strategic direction for the Housing Management Service

	Head of Housing 
	Line manager – will support you to assist the team and will provide guidance and direction.  


	Assistant Housing Officer
	Providing supervision and guidance to these staff. Working with a Assistant Housing Officer to provide effective management of a patch within Paisley Housing Association stock.

	Other Housing Officers
	Supporting colleagues across the team, sharing best practice and effective strategies within their patch.

	Advice Team
	Colleagues with benefits, money and energy advice experience who have key relationships with our customers.

	Asset Management Team
	Colleagues with key experience in repairs, health and safety, compliance and key relationships with our customers.

	Community Connector 
	Key partner in delivering our community event/initiatives projects 


	External Agencies/Third Sector Partners
	To assist the Association to develop partnerships that benefit our staff and communities. 
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