Young Persons Temporary Accomodation Officer  
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As a Young Persons Temporary Accommodation Officer, you will provide intensive housing support to customers on whg’s Young Persons Accommodation Service to improve the level of tenancy sustainment and prevent homelessness. The accountabilities of this role underpin the key aims and objectives within our Social Justice Strategy – Transforming Lives. 
What are my key responsibilities?

Support young people to:

· achieve and maintain their tenancy by providing tailored support, advice and practical help as required. 

· identify their goals including future education, employment and training opportunities.
· achieve greater confidence and independence. 
· engage with statutory services, signposting and supporting them where required.
· manage their tenancy effectively.

· be actively involved in the development and delivery of their services.
Manage a caseload of customers, keeping a thorough case file for each individual to reflect the level and intensity of the support required.

Embed and deliver a case management approach in line with whg expectations and procedures. 

Prioritise referrals to ensure those customers most in need are offered relevant and timely support.
Arrange property viewings and complete tenancy sign-ups for any new customers joining the scheme, whilst supporting them to access whg services digitally.
Arrange tenancy inspections of the property when a young person is converting their tenancy or moving to a new property. 

Take responsibility for ensuring a culture of customer engagement.
Ensure all safeguarding policies and procedures are followed at all times and that any safeguarding issues are managed effectively, sharing good practice to minimise risk. 
Operate in line with data protection regulations and whg data protection policies, maintaining customer confidentiality at all times and obtaining consent prior to sharing information to any third party.

Monitor, manage and review customer complaints and compliments to encourage continuous development of services within the scheme.

Maintain high standards in customer service delivery ensuring customers are treated with dignity, respect and courtesy at all times.

Attend regular partnership meetings to feedback any required information to Walsall Council (whg’s funders for this role).

Work collaboratively with our voids and allocations teams and follow whg processes to ensure all customers and Walsall Council are receiving an excellent service 
Creating customer tenancies and rent accounts on MIS (Management Information System) 
Carry out rent audits when requested
Support management in reviewing processes on a regular basis, ensuring continuous improvement and a high level of service to our customers and external partners.

Deliver against Key Performance Indicators and individual targets and provide monthly performance information on customers you are working with.

Work in accordance with whg policies and procedures. 

Relationships

There is no supervisory/management responsibility attached to this post.
The post holder reports directly to the Social Prescribing Manager.
Within the Company, you will need to develop and maintain effective working relationships to enhance service delivery, working collaboratively with teams in your designated area of responsibility and the wider organisation. 

You will work particularly closely with the Money Advice Team to maximise income and financial inclusion, and Employment and Training to support individuals to access education, training and employment.

You will need to build strong working relationships with third party providers to offer a seamless support service to our customers and build and maintain networks with other agencies to ensure the services of whg are recognised and promoted.

With customers’ agreement, you will liaise with other agencies to ensure access to support including Health and Social Care Services. 
Role Requirements: 
There are certain qualifications and experience that we are looking for to operate effectively in this role:
· Experience in delivering support to young people with challenging and complex needs. 

· A non-judgmental approach to service delivery with the ability to forge effective working relationships with younger vulnerable customers.

· A genuine passion about achieving and sustaining service excellence for our customers.

· The ability to prioritise case load and busy schedules, with an organised and methodical approach to work.

· The ability to use IT systems proficiently.

· The ability to demonstrate high levels of personal initiative and deliver effective service solutions through creation and innovation.

· A good understanding of managing risk of harm.

· A good understanding of Health & Safety in housing support.

· Understanding and implementation of fairness, equality and diversity.

· The ability to build strong relationships and work well in a team.

· The ability to multi-task and work effectively under pressure, delivering against objectives.
Ideally you will also have knowledge of the housing sector, in particular social housing or other type of supported housing. 
Lived experience of homelessness and/or living in care would be advantageous in this role.
whg’s values and behaviours
At whg we have an ambitious aim to be an exceptional place to work that attracts, develop and retains talent. We recognise that our success as a business depends largely on the quality and commitment of our colleagues; our values set out in our 2030 plan identify the behaviours that we expect all colleagues to display at whg.
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	Trustworthy

You can rely on us. We are honest in everything we do.
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	Accountable

Taking responsibility for our actions and owning the delivery of our promises.
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	Excellent

Striving to be the best and delivering the best outcomes for customers and the organisation.



	[image: image4.png]



	Respectful

Valuing people and treating everyone with empathy and fairness.
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	Collaborative

Achieving great things by working together.


Please note that this job description is not part of a Contract of Employment nor can it be exhaustive.  It is a guide to the tasks and responsibilities envisaged for the post and, as such, will change and evolve to reflect the changing needs of whg.
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