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	Role Title
	Voids and Lettings Performance Manager

	Job Family
	Place Services

	Competency Level
	Principal Officer/Manager

	Pay Range / Scale
	PO3

	Purpose
To oversee the full end to end lettings process for Waltham Forest Council housing stock. To oversee the work of Tenancy Management, Assets and Housing Options Departments in relation to voids. To maximise the number of occupied units and minimise overall rent loss to the council from void properties. To ensure voids are accurately captured on the housing management system to enable accurate reporting, minimise rent loss and reduce the risk of fraud. To lead on key projects to improve overall turn around performance on voids. 


	Generic Accountabilities
	End Results/ Outcomes

	Provide advice and make recommendations based on up-to-date knowledge and analysis / evaluation of information.

Manage escalated or complex customer issues within the relevant area.
	Expert advice, information, interpretation and support are provided on the full range of voids and lettings process.

Issues are managed through to a satisfactory conclusion.
Risk to the Council is minimised.

	Contribute to the development of service plans to meet strategic business goals. 
	Strategic and operational input is provided to wider business planning and development.

Customer needs are identified.

Services meet legislative and policy requirements.

	Research developments in relevant area. Collate process and analyse information / data. Translate outputs into advisory reports / documents / actions as appropriate. 
	Relevant information / data are managed efficiently and accurately. 

Accurate and relevant information / reports / documentation are produced.

Trends and issues are identified and prioritised.

Statutory and procedural obligations are fulfilled. 

Management decision making is supported.

	Lead on the development, implementation, maintenance and management of systems, policies, procedures and / or standards within area of responsibility.
	Changes to systems, policies and / or procedures are identified and recommended.

All updates, amendments, developments are tested and approved prior to delivery.

Customers receive prompt, accurate policy / procedural updates.

Service standards are improved.

	Work closely with others to support/Manage the development and delivery of improvements in processes and procedures.  
	Identifies gaps in service provision/highlight policy issues and makes recommendations to resolve the issues.

Agreed improvements are developed, delivered and evaluated.

Issues and recommendations are brought to the attention of senior managers.

Benchmark against best practice authorities and center of excellence.

	Prepare and present a full range of reports (both standard and non-standard) covering area of responsibility.
	Reports are prepared, distributed / presented to the appropriate committee/ to the required standards and timescales.

Evidence based recommendations are made.

	Manage a portfolio of Projects and Reviews.
Lead on specific projects as required.
	Projects are delivered to agreed specification, timescales and budgets.

Change initiatives are successfully integrated and implemented across all impacted service areas.

Value for money is achieved.

Ongoing savings secured.

	Co-operate with and support colleagues.
	Colleagues are supported.

Required information is provided.

	Act in accordance with all policies and procedures which apply to the job and understand the reasons for this.
	All policies and procedures are complied with.

	Carry out all duties and responsibilities with reasonable care for the health and safety of self and others and report any potential hazards or unsafe practices to line manager.
	Work is carried out in a way that is safe and without risks to health.

	Job Specific Accountabilities:     End Result

	Management/Lead responsibilities

	Lead on weekly Voids Meetings to make sure all empty properties are accounted for and progressing through the voids process in a timely manner
	Clear accountability from service leads from the 3 departmental areas involved with voids they are ensuring visibility of the current status of all empty properties owned or managed by the council.

Improved voids performance as any issues are identified quickly and resolved.

Reduced risk of fraud as all properties are accounted for and tracked through the process until re-let. 

	Support improvement actions in relation to voids across all 3 key service areas and ensure SMART action plans are in place for any areas of underperformance. 
	Clear action plans in place for any area of underperformance. 


	Delivery of accurate and timely reporting on voids to service leads and senior managers
	Regular reporting to service leads and on request to senior managers highlighting both current performance and any trends in void performance.
Services are clear on their performance within the overall voids turn around period. Any issues impacting on performance are identified and an action plan put in place to address.

	Fraud minimization responsibilities

	Lead on ensuring that the system is accurate and up to date in relation to the voids process. 
	All steps within the void process are accurately recorded in the system and voids are on the correct voids path.
Managing voids across the 3 involved departments (Housing Assets, Housing Operations, Housing Options) 


	Monitoring who has access to void keys and ensuring a clear audit trail is available on who has accessed the keys for a property to prevent any potential fraud and ensure properties move through the void process efficiently.
	Audit trail in place and risk of fraud minimized

Clear records of the periods of time void keys spend with each service.

	Ensure robust processes are in place to account for the keys of void properties and carry out regular audits of the record keeping on void keys
	Audit trail in place and risk of fraud minimised

	Overall responsibility for accounting for the keys of voids properties
	Reduce the risk of fraud and poor voids performance by ensuring robust key management

	Financial responsibilities

	Monitoring, reporting on and minimising void rent loss to the council.
	Reduction in void rent loss of at least £50,000 in first year (future targets to be set on an annual basis) by reducing void turn around times and bringing properties back in to use.  

	Regularly monitor any void on a void path that would make it not ready for letting to ensure this is still correct and identify any units that can be brought back in to use.
	Maximise the use of council assets and support the reduction in homeless cases by making sure units that can be brought back into use are identified and progressed to re-let. 

Minimise voids rent-loss to the council and maximise income by bringing units back in to use

Reduce the risk of fraud by ensuring that all assets are accounted for.

	Where appropriate, take the lead on improvement actions in relation to the voids process, especially where these cross multiple service areas. 
	A reduction in overall turnaround times as barriers to the process are resolved.

A reduction in void rent loss as units are brough back in to use more promptly.


	Nature of Contacts

	Officers, Service Managers, Heads of Service, and Senior Managers across the authority, in particular within the Housing Options, Housing Assets and Housing Operations services. Contractors responsible for carrying out void work in properties.
Lead on weekly voids meeting including ensuring the meetings are accurately documented. Regular contact by phone, e-mail, Teams and face-to-face with staff involved within the voids process

Production of regular reports for Service Managers and Senior Managers in relation to voids including presenting these reports via Teams or in person on request. 

May involve direct contact with members of the public.

Develop sensitivity, persuasiveness, and negotiation and assertiveness skills to communicate with diverse audiences in emotive circumstances.   Deal with people at all levels confidently, sensitively and diplomatically.

	Procedural Context

	Act within guidelines and standard procedures with discretion to allocate or otherwise organise work to meet service delivery requirements.  
Work across service boundaries to achieve improvements in voids process and performance.

Works within laid down procedures but needs to deal with day-today problems without always referring to others.
Flexible working including working from home, working from the main Housing Office and occasionally the post will be expected to work from other locations.


	Key Facts and Figures

	Flexible working

Does not require DBS




	Resourcing


	Budget Responsibilities: No direct budget responsibility but is responsible for actively reducing void rent loss by £50,000 in year 1. Total Void Rent Loss budget is £1M.
Supervisory Responsibilities:  No direct line management responsibility. However,  Responsible for managing the voids process across multiple service area and managing project teams of 6+ people to deliver key service improvements 


	Knowledge, Skills and Experience 
Experience in social housing or a related field directly involved with the management of void properties.
Experience of working in a cross-departmental customer service environment, ideally within local government or housing sectors.
Experience of improving performance and/or processes.

Experience of project management



	Indicative Qualifications
Degree or equivalent or vocational qualification in relevant subject or area
Evidence of Continuous Professional Development

	The above profile is intended to describe the general nature and level of work performed by employees in this role. It is not intended to be a detailed list of all duties and responsibilities which may be required. This role profile will be supplemented and further defined by annual objectives, which will be developed in conjunction with the post holder.  It will be subject to regular review and the Council reserves the right to amend or add to the accountabilities listed.
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