Appendix 3
[bookmark: _GoBack]Job Profile Information: Neighbourhood Officer

This supplementary information for Neighbourhood Officer is for guidance and must be used in conjunction with the Job Capsule for:
Job Zone: Place – Housing and Tenancy.
Level – Level 3, Zone 2 
Camden Way Category 2


Role Purpose:

Camden’s role as a landlord is radically changing to deliver a joined up, innovative and sustainable service to our residents This role is pivotal to help our citizens living in Camden’s homes to have secure, safe and affordable housing that meets their ongoing needs and provides help and assistance to them when they need it. We want to make sure that on a day to day basis the Landlord Service concentrates on delivering this purpose which has been identified as what matters to our residents

This role provides a frontline, trusted service to our residents, as they move in and out of their homes, coping with changes in their personal circumstance or experiencing problems with their neighbours or in their communities. By assessing and understanding the context of people’s lives and identifying predictable demand  the team will use systems  thinking principles, learning from the experience of our residents to challenge and ultimately change where required the way the system is  working ,   ensuring we deliver the best outcomes for our residents. The Neighbourhood Officer will have an important role to play working directly with other services, both internally and externally to meet residents need and help build the resilience of our residents and communities.

The post holder will be required to work creatively and effectively with residents, service managers and other stakeholders to develop, maintain and continually review the delivery and work practices and processes of our landlord services. The Neighbourhood officer will work with other team colleagues to help drive the direction of the work and help the Neighbourhood Manager measure how effective the work of the service is in relation to our stated purpose. It will be important to be able to spot trends and patterns in resident’s demands and identify barriers in the wider system that need to be unblocked to enable us to deliver the most effective and responsive service.

This role will not only balance frontline reactive and proactive casework to the residents living in our properties, but also influence and drive forward any necessary changes helping to co-design a landlord service that continues to adapt to meet changing needs and priorities. With support, training, sharing experience with team colleagues, and having honest conversations with residents, the Neighbourhood Officer will be empowered to work to identify and help resolve the root causes of an issue impacting on a residents life. Working as the trusted point of contact the officer will pull in support where needed, assisting the resident where possible to identify the issues and find solutions to their problems. Where possible the new approach will seek not only to resolve issues impacting on individual residents, but also more broadly to seek solutions and learn from the experience to improve the service available to the wider resident group. 

The flexibility to adapt and make informed, creative and robust decisions in challenging situations to obtain the best outcomes for our residents is crucial in delivering this frontline role. The role requires the ability to build relationships and take a problem solving approach to working with our residents over what can be a very long-term relationship. The ability to challenge existing processes and barriers constructively will be an important requirement for the post holder as will be the ability to take on a continuous learning approach to the work.

The Neighbourhood Officer not only needs to build individual skills to meet the needs of our residents and communities (see below), but will need to be open to taking an approach of continuous improvement, reflecting on the teams and their own individual performance and contributing to the development of good practice. The Neighbourhood officer will need to be able to contribute to the shared learning of their team and wider service as well as managing their own workload. 


Example outcomes or objectives that this role will deliver:

· To understand the ongoing presenting and contextual needs of our residents and our properties and neighbourhoods;
· To develop skills and knowledge in key areas to meet the needs of residents;
· To offer as part of a collaborative neighbourhood team one clear trusted point of contact to resolve resident needs;
· To support residents to solve problems at their root cause to build future resilience for individual residents and   our communities;
· To deal with things as early as we can, and as much as we can, pulling in support when needed to resolve resident issues in partnership with other officers, services and organisations;
· To learn about the work and develop the service in line with systems thinking principles to meet the changing needs of our customers;
· To work closely with and develop partnerships with other agencies, teams and colleagues to deliver a service consistent with the changing needs of our customers;
· To act as a lead contact for Tenant and Resident Association in the neighbourhood;
· To promote and engage in restorative principles and participatory practice in working with our residents and partners. 


Relationships:

· To work closely with officers within the neighbourhood team, senior officers and elected members to meet customer demands effectively;
· To work closely with colleagues in other services to resolve problems, and to pull in colleagues and partners where the skills or knowledge are not available in the neighbourhood;
· To identify patterns in barriers and obstacles to the work and address these collaboratively with peers and senior colleagues;
· To build close working partnerships in the neighbourhood area and other teams to best deliver for Camden residents  in our properties, for example NHS, Police, Domestic Violence and Money Advice agencies and professionals; 
· Ability to work collaboratively across Directorates, teams and external partners to deliver our purpose and principles;




Work Environment:

· Working proactively in our neighbourhoods to get a good understanding of residents and our properties as well as working closely with other agencies.
· Working in 5PS and other Camden offices and homeworking when not out in neighbourhood;
· Attendance at external meetings, sometimes outside normal working hours, may be required, such as TRA meetings and community events. 


Technical Knowledge and Experience:

· Ability to listen and understand resident demands, Ability to build capabilities and encourage tenants to reach their own solutions;
· Ability to use initiative to meet resident demands creatively and innovatively to explore possibilities for improvement and more effective delivery; 
· Ability to understand patterns of resident demands and provide a flexible approach according to individual needs;
· Ability to develop skills, knowledge and expertise to meet resident demands in the neighbourhood, for example:
· Money, Debt and budgeting;
· Resolving disputes;
· Tenancy law;
· Housing Options. 
· Employment and skills;
· Health and support;


Camden Way Five Ways of Working Camden Way Five Ways of Working
In order to continue delivering for the people of Camden in the face of ever increasing financial pressure, we need to transform the way we do things. We call this the Camden Way. The Camden Way is a key part of our transformation strategy often referred to as the transformation triangle which links the Camden Plan, the Camden Way and the Financial Strategy together.
The Camden Way illustrates the approach that should underpin everything we do through five ways of working: 
· Deliver for the people of Camden
· Work as one team
· Take pride in getting it right
· Find better ways
· Take personal responsibility 
For further information on the Camden Way please visit:

http://www.togetherwearecamden.com/pages/discover-jobs-and-careers-in-camden/working-for-camden/
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