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Job Description & Person Specification


	Role
	Sheltered Housing Team Leader

	Team
	Sheltered Housing Team (Wardens)

	Reporting to:
	Deputy Chief Executive 

	Responsible for:
	Warden Team, currently: 
· 6x Wardens

	Location:
	Site based, Bencurtis Park, West Wickham  

	Working Hours 
	[bookmark: _Hlk70781397]Mon-Friday 9:00-5:30. Some out of office hours/weekend and bank holiday working may be required (with TOIL).  Flexibility is a requirement of the role. 

	Job Description

	Role Overview 

	To lead the Sheltered Housing Team to deliver consistently high-quality resident-centered services, ensuring that the Bencurtis Park residential community is a safe, welcoming, inclusive and positive environment in which older people can live in their homes for as long as they wish and are able to.

	Main Duties and Responsibilities
The following outlines the main duties and responsibilities of the role.  

	1. Line Management/Supervision of Wardens 

	· Proactively manage the Warden rota to ensure minimum staffing levels are achieved. 
· Provide leadership and operational management to all Wardens in line with Glebe’s People Excellence Framework, including ensuring that all employed Wardens have a clear set of objectives / performance standards, regular 1-2-1s and formal performance reviews.
· With support from HR, undertake recruitment for employed and bank wardens as needed.
· Thoroughly induct all new Wardens.
· Proactively identify any development needs and liaise with HR to ensure that these are addressed.
· Ensure that all sickness or other absence is reported through the appropriate systems.
· With support from HR, promptly address any performance concerns or conduct issues.

	2. Resident Support Services 

	· Coordinate and supervise warden’s workplans to appropriately address all welfare matters to include;
· Ensure regular visits to all residents and maintain a system of daily contact via warden call system and in person;
· Ensure an efficient response to all emergency calls for help and co-ordinate the appropriate services as and when individual needs require it;
· Ensure appropriate contact and supports are provided and that any changes are addressed.
· Directly participate in daily resident contact and follow-up support 
· Take a proactive and lead role on all safeguarding issues. 
· Support moves to residential nursing care as required. 
· Act as family liaison in the event of an emergency including in the event of a death.  

	3. Promotion of Independent Living and Tenancy Sustainment 

	· Oversee programme for Team (including self) to plan and implement resident support plans. 
· Conduct independent living assessments and formulate associated person-centred plans in relation to tenancy sustainment, care and support needs, personal emergency       evacuation plans and contact.  Monitor & review annually or more frequently as necessary.
· Ensure system of contact with and involvement of family members in accordance with resident wishes.
· Maintain an awareness of the individual needs of each resident with special reference to problems associated with increasing age and ill health. 
· Act as a facilitator of services giving advice on benefits and other supports.  
· Foster and maintain effective working relationships with external agencies in the provision of care and support for residents.
· To liaise with families and work in partnership with local agencies to support residents to maintain health and wellbeing, lifestyle choices, complex needs to include G.Ps and other health professionals, social workers, hospital staff and residential care facilities.   
· Recognise and provide the first response to safeguarding concerns, identify action needed and escalate as applicable, communicating with multi-agencies as necessary.  
· Act as liaison with family, promoting family involvement in accordance with resident’s choice, ensuring accurate recording of Lasting Power of Attorney or other similar arrangements 

	4. Resident Engagement 

	· Actively promote involvement in resident social, educational and health & wellbeing promotional activities, based on the needs, interests and aspirations of residents, routinely maintaining  active presence at lunches and other resident events. 
· Plan resident engagement activities and events to celebrate key dates and milestones.
· Oversee processes related to engage external providers who use Glebe’s premises (including hair dressers and chiropodist), to ensure appropriate selection, safeguarding checks, regular review and agreement are in place.
· Encourage and report involvement in resident fora and other platforms which support residents to have a voice. 
· Facilitate resident consultation and feedback. 

	5.  Health, Safety & Welfare  

	· Ensure the health and safety of residents and visitors to Willis and Sarjeant Courts and Ashby Close sheltered housing buildings by monitoring the cleanliness of the buildings, exits, stairs and hallways and ensuring they are clear of obstructions; reporting any potential risks to the Maintenance Officer and Project Lead. 
· Ensure prompt response to activation of alarms - warden on call, lift and fire alarms. 
· In collaboration with the Maintenance Manager, ensure routine testing and servicing of all emergency and fire systems and maintain records. 
· Plan and execute regular fire and evacuation drills.
· Proactively monitor to ensure that all Warden activities which are part of Glebe’s fire strategy are completed to time with any issues reported.
· In line with agreed processes conduct ongoing learning activities to ensure competence in dealing with fire emergencies.
· Schedule and monitor routine checks by wardens of all communal areas ensuring accurate recording and action all risks to safety.

	6. Housing Management 

	Work cooperatively with Lettings & Sales in relation to core housing management activities as follows;
Allocations, Lettings & Voids
· Support routine allocations, lettings and void management activities to include home visits to housing and bungalow applicants, welcome and settling in meetings.  
· Conduct pre-tenancy risk assessments; 
· Facilitate a smooth transition for new residents moving and settling in and integration into Bencurtis Park community;
· Liaise with Lettings & Sales Officer in relation to imminent voids and internal transfers;
· Facilitate pre-void meetings with outgoing resident or their family as applicable. 
· Facilitate accompanied property viewings with prospective residents as required;
· Conduct signups for new tenants and leaseholders in the absence of the Lettings and Sales Officer.
Rents & Service Charges  
· Assist with the delivery and communication of rent increase notices and statements;
· Provide practical advice and support in relation to payment of rent and service charges and related welfare benefits.  
Repairs & Maintenance
· Ensure all identified repairs are reported to the Maintenance Team 
· Liaise with residents in relation to access as necessary.
Tenancy Management
·  Inform residents of their tenancy/leasehold rights and obligations as appropriate.
· Proactively address incidents of neighbour disputes, anti-social behaviour, illegal occupation or other tenancy breaches. 

	7. Communications, Administration, Systems and Data

	· Respond effectively to all communications including complaints and comments, alerting senior staff and Deputy/CEO as necessary.
· Attend resident meetings and information sessions as directed by the Deputy/CEO.
· Ensure that all systems and records are kept up to date with accurate information with all processes followed and documented.  This includes the Housing Database (Omni) and the handover diary and daily checklists.  
· Record all inspections, contracts, servicing and testing of health & safety equipment. 
· Promptly address any omissions or errors in data and take proactive action where improvements aren’t made.
· Create meaningful reports from available data and produce regular KPIs.

	8. Additional Responsibilities 

	· Carry out duties in compliance with the Association’s policies and procedures. 
· Work flexibly as necessary to meet the requirements of the role.  
· Take responsibility for your own professional development.
· Undertake any other duties and responsibilities commensurate with the role.

	
This job description is not exhaustive and may be amended to meet the service requirements of the Association.   

This job role is subject to an Enhanced Disclosure and Barring Service (DBS) check.


	Person Specification

	Qualifications and Experience
· Demonstrable experience of leading, motivating and managing a team of staff to deliver high performance including by providing structured monitoring; coaching, support and guidance; and assessing training needs.
· Experience working in sheltered/independent living, care or accommodation-based services.
· Experience of building effective relationships with colleagues, residents, other stakeholders and external agencies.
· Demonstrable experience of safeguarding and evidence-based practice, including following systems and processes.
Knowledge and Skills
· Understanding of health and social issues that may affect our residents and some knowledge of the range of services provided by other agencies.  
· Demonstrable empathy with older people, their relatives and visitors, treating everyone with dignity and respect.
· Strong organisational, time management, and prioritisation skills and capable of effectively handling multiple tasks and situations simultaneously and within defined time limits, including the management and supervision of a team.
· Ability to communicate effectively with residents who have complex needs or problems and deal with challenging and emergency situations in calm manner, in person and by instructing others.
· Problem-solving skills, and the proven ability to work independently and identify and implement solutions and improve systems and processes.
· Excellent verbal and written communication skills, including the ability to write reports and correspondence.
· High level of integrity and confidentiality, ensuring the protection of sensitive information.
· Proficient in Microsoft Office Suite, including Word, Excel, Outlook, Sharepoint, Teams with the ability to learn new systems quickly and maximise the use of available technology.
· Willingness and ability to work flexibly and conduct visits around Bencurtis Park to meet the needs of residents.
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