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Role Description



Job Title:	Tenancy and Property Maintenance Officer
Department:	Te Whare Huakina
Responsible to:	Team Manager - Te Whare Huakina
Purpose Statement:	To oversee a portfolio of tenancies that may include Transitional Housing and Motels, temporary tenancies owned or leased by Te Taiwhenua o Heretaunga, and long-term tenancies.
	The Tenancy and Property Maintenance Officer has the core relationship with the tenant and manages all tenancy responsibilities while having a social focus of sustaining tenancies and ensuring tenant wellbeing.
Values:		Kotahitanga:  We are kaupapa driven and work with each other and others to enhance Whānau potential
Whānaungatanga:  We are customer/whānau driven and actively foster and form positive relationships, partnerships, alliances and connections
Kaitiakitanga:  We exhibit custodianship and are stewards of our resources to advance the kaupapa
Whakamana:  We are outcome focused and recognise, respect and uphold mana.

Relationships:	 Internal – Emerge Aotearoa Team (Tenancy Manager, Housing  Navigators, Team Leader), Property Maintenance – Residential, TToH Services, Functional teams
External – MSD, Housing NZ, LMCs, GPs, Wellchild Providers, WINZ, Social Service Networks, HB Emergency Housing provider network, NZ Police, Ngati Kahungunu Iwi, Community Leaders, Kaumatua/Kuia.

VCA Role:	Not a children’s worker
Structure:	Refer to Structure Chart


KEY ACCOUNTABILITIES
Kaupapa Te Taiwhenua o Heretaunga
· Contribute to the delivery of effective, integrated, whānau-focused services as part of a team and individually
· Work with manager and colleagues in a respectful and professional manner at all times maintaining focus on the kaupapa and doing what it takes to advance the kaupapa.
· Develop knowledge of the wider support network that TToH offers whānau, and promote whānau access to that support
· Understand and promote all aspects of the TToH Kaupapa
· Adhere to and apply TToH values in all aspects of TToH’s work 
· Participate in TToH kaupapa activities, including karakia, waiata and marae noho
· Take opportunities for cultural development to advance understanding, competence and contribution to the kaupapa
· Participate in TToH systems including the Management Operating System and Tu Kahikatoa performance system, to maintain focus and achievement of performance deliverables
· Adhere to organisational and professional quality standards and work within team to promote continuous improvement of policies, procedures and practices
· Participate in regular peer supervision and/or professional supervision
· Work in a reflective manner and take opportunities for self-development
Whānau Ora Practice
· Develop understanding of the communities that TToH works with
· Be responsive to whanau needs and apply a holistic approach to aligning those needs, priorities and aspirations with the care and support they are offered  
· Apply Te Ao Māori world view, tikanga and TToH values, to establishing trust, building rapport, and working with whānau
· Set high expectations of success in outcomes for whānau. Empower, motivate, and build whānau capability and connectedness; support whānau toward achieving independence
· Build and maintain knowledge and understanding of TToH values and internal/external channels of care and support available for whānau
· Work collaboratively with other TToH staff to enable the provision of flexible and integrated care and support for whānau
· Build long-term relationships between TToH and whānau through contract activities, values-based support and cultural connection
Team
· Become a resource to the integrated Team. Work collaboratively; contribute and share knowledge, skills, abilities to achieve organisation and whānau goals
· Initiate and nurture effective working relationships with team members, experts and networks
· Manage workload in accordance with all relevant standards and contract requirements, meeting assigned milestones and targets
· Carry out assigned duties as directed by Team Manager, remaining flexible and able to carry out different tasks or work in different teams as required
· Prioritise attendance at Team meetings to ensure consistent messaging and understanding, and delivery of care and support to whānau or colleagues
· Provide support and training to others as part of in-service training in areas of expertise
Sector Knowledge
· Maintain knowledge, understanding and current developments of relevant sector to inform service delivery.
· Identify and understand the local trends and barriers for whānau through engagement and feedback.
· Understand and adhere to the Residential Tenancies Act 1986.
Health and Safety
· Work safely and keep others safe at work, maintaining familiarity with health and safety policy and procedures.
· Promote and participate in health and safety, maintaining a safe workplace, and ensuring that any safety equipment is used correctly at all times.
Provide effective tenancy management
· Contribute to building a culture of best practice tenancy management and continuous quality improvement
· Accountable for all aspects of the relationship with our tenants including vacation of tenancies, rent collection, property inspections, maintenance and issue management
· All tenancies will have inspections scheduled every three months or as required to meet legislative requirements
· Responsible for building trusting relationships with tenants, internal and external stakeholders
· Represents Te Taiwhenua o Heretaunga in a professional manner including attendance at tribunal hearing as required.
· Focus on problem solving and decision making to ensure tenancies remain sustainable
· Ensure all interactions are compliant with the Residential Tenancies Act and all other relevant legislation
Quality and Development
· Participate with the team in continuous quality improvement processes.
· Participate in internal and external audit processes as required.
· Contribute to all service/contracted objective, targets, and outcomes.


Role Specific Accountability
Te Whare Huakina & Housing 
· Working in partnership with whānau and other stakeholders (if applicable) through the tenancy process 
· Establish a rapport and maintain good relationships with tenants/service users and their friends, whanau and other community support as appropriate.
· Undertake tenancy agreements, redirections and other required documentation for new tenants/whānau who are entering into a whare.
· Monitor tenants/whānau levels of wellbeing, ensuring that any concerns/incidents or accidents are reported and documented appropriately.
· Follow up on any rent arrears that may be owing
· Complete regular property inspections, and coordinate any maintenance that is required
· Provide support alongside the Kai Ringahora – Housing Navigators when required
Relationship Development 
· Maintain professional relationships with internal and external stakeholders who provide supports for tenants
· Develop key relationships in the community including government, MSD, landlords and other key services
· Ensure ongoing engagement of all Social Housing tenants
· Liaise with Te Taiwhenua o Heretaunga support teams to connect appropriate support services to tenants if required.
· Regularly communicates with the Te Whare Huakina team and provides updates on any concerns or issues.
Administration and Data Entry
· Ensure accuracy in recording and maintaining all tenancy records in a timely manner
· All client information is accurately documented in accordance with organisational policy and standards
· Enter client notes into assigned information systems, keeping notes appropriate, accurate, comprehensive, relevant and timely, and meeting internal and external audit standards.
· Update whānau demographics and contact details as information comes to hand. 
· Use TToH systems for managing time, keeping appointments transparent. 
· Maintain confidentiality of whānau and organisational information at all times.
· Record and provide data and/or reports relating to your role as and when required by management.
· Report daily work and appointments at the end of each day. 
Other Duties
· Carrying out additional duties from time to time as requested by management.
· The key accountabilities of the role may change from time to time so that TToH is able to adapt to changes in the business environment.

PERSON SPECIFICATIONS

Essential Qualifications
· Current and valid Full Driver’s License
· Diploma in Social Work or relevant tertiary qualification or at least 2 years of relevant on the job experience in community-based support, social or health promotion work.
· Computer literate, able to enter data into the required databases 

Desirable Qualifications
· Certificate in social services or building/construction would be an advantage
· Experience within the tenancy sector

Essential Knowledge and Experience
· Knowledge of legislation applicable to the role e.g. The Residential Tenancies Act, 
· Ability to work with different cultures and communities with an awareness of individual specific needs
· Understanding of tenancy management 
· Rental market knowledge
· Property repairs and maintenance experience
· Health and Safety experience

Desirable Knowledge and Experience
· Fluency in Te Reo Maori
· Knowledge of the Treaty of Waitangi
· Knowledge of Tikanga 

PERSONAL ATTRIBUTES 

Essential
· Excellent listening, verbal and written communication skills
· Self-managing and is able to work in a mobile environment and is very organised in their approach
· Ability to problem solve and be solution focussed but knows when to escalate issues
· High level of attention to detail
· Has the ability to apply policy, processes and tools when required
· Strong work ethic, with a can-do attitude
· Team player
· An openness to learn Tikanga and Te Reo Māori
· Honest and reliable
· Ability to network in the community
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