



Belle Isle Tenant Management Organisation
Job Description

Job Title: Cost of Living Support Officer


Belle Isle TMO - Mission and Aims

Belle Isle TMO is a tenant led, community centred organisation operating for the benefit of people who live in Belle Isle.

The postholder will work towards helping Belle Isle TMO achieve its mission which to Build a safer stronger greener Belle Isle where people want to live. Tenant Satisfaction is our number 1 priority. In addition the postholder will contribute to Belle Isle TMO’s aims which are to;

· Invest in people’s homes 
· Build tenant control
· Support people to live well

Regular evening and weekend working will be required 

	Our Values  
	What this means for you 

	Tenant leadership
	You will understand tenants’ rights, and will prioritise them in the way you work. You will treat tenants with respect and courtesy.

	Community Centred
	You will work within the community on community projects and initiatives. 

	High standards of governance, accountability, leadership and probity. 
 
	You will follow policies, and procedures, and where you are not clear about them you will ask for clarification and help. 

	Working together 
	You will think outside your own team to help and work with colleagues across the organisation to support them in their roles. You will communicate honestly and openly with a problem solving mindset, not seeking to blame or shame anyone.  



	Providing the highest quality of service, 
	You will always question whether the way you are working is the best way and will seek opportunities to improve efficiency, effectiveness and the outcome for tenants and the organisation 

	Respect, integrity, fairness and trust 
	You will act consistently with respect towards all your colleagues. You won't complain about people behind their backs, you will look for shared understanding of problems and solutions  

 

	Value each other’s points of view
	You will actively participate in team meetings, and workshops and training events sharing your perspective, and listening to others. 




Belle Isle TMO - Service promise.
The postholder will contribute positively to Belle Isle TMO’s Service promise which is to:
· always be as helpful as we can be;
· offer relevant, useful and accurate information;
· make sure we have a range of services and activities that meet service user needs;
· listen to service users and wherever possible, act on feedback;
· support service users to achieve their goals; and smile

Reporting Line 

The post holder reports to the Community Development Manager, and has regular work planning meetings with the Community Development Co-ordinator. The post holder has no line management responsibility. 

Overview of the job

BITMO provides a wide range of services to support Belle Isle households with the cost of living. The postholder will work to ensure that all Belle Isle households in need have the opportunity to benefit from the services, promoting them to those who do not know about them and encouraging those who don’t feel confident to use them. The postholder will work alongside and build on the existing expertise and local knowledge of BITMO staff, Board members, volunteers, our partner community centres and local groups and agencies.

Specific Duties

1. Make contact with every household affected by the benefit cap, offering them help to maximise their benefits, restructure any loans, take advantage of BITMO and other local services and, if relevant, refer them for help in finding a new job or training.
2. Extend this support to others in need, including households with debts, bedroom tax or any future disability benefit cuts.
3. Run BITMO’s winter warmth programme, including the second-hand winter coats scheme, fuel vouchers and warm goods
4. Promote the BITMO Community Fund to those in need of its support and assist tenants with their applications if necessary.
5. Work with BITMO staff and others to make contact with and support those who are hard to reach, at risk, or who have had their gas supply cut off.
6. Build BITMO’s partnerships with other agencies that can help with the cost of living including Green Doctors, the Children’s Centre, Credit Union, Money Buddies, bringing them into Belle Isle and BITMO’s GATE to run sessions and offer support.
7. Promote the existing food offer in BITMO’s GATE and work with volunteers to extend it, which could include a food pantry or co-operative. 
8. To be responsible for the promotion of alternative sources of affordable credit and to work with the credit union to raise awareness of the work they do and to assist in setting up and attending events for customers which promote financial inclusion and improve financial literacy, making full use of the facilities provided at BITMO’s GATE
9. Work with Belle Isle tenants who have debts, including the following:
a) Carrying out personal financial health checks with our tenants. 
b) Working with residents to maximise their income, including analysis of individual tenants’ income and expenditure to enable them to set up rent and debt repayment plans. 
c) Helping tenants to apply for and negotiate alternative payment arrangements in relation to creditors
d) Dealing with enquiries from tenants about benefit applications and liaising with Leeds Benefits Service as required. This will include interrogation of the Academy benefits system to monitor benefit claims. 
e) Assisting tenants in the completion of benefit application forms and the verification of income details. 
f) Providing tenants with assistance in making applications to open bank accounts and credit union accounts. 
10. To assist and support the Community Development Manager in the development and implementation of strategies for helping tenants with the cost of living.
11. To provide operational and day to day support for BITMO’s GATE.
12. To maintain close relationships with residents, community groups and representatives of the community. 
13. To have appropriate regard for own health and safety and be vigilant in protecting the health and safety of others
14. To identify and report tenant related risks in regard to Awaab’s law, self-neglect, poor property condition including but not limited to hoarding behaviour
15. Participate in community engagement activities, working alongside tenants and Board members to achieve BITMO’s goals 
16. Participate in the annual Belle Isle Gala, planning, setting up delivering and dismantling the event.
17. Participate in tenant engagement activities across the estate, such as ASB action days and Local Pride initiatives 
18. Participate in co-design of policies, procedures and work instructions, continuous improvement and quality assurance activities. 

It should be noted that the above tasks are subject to occasional changes to incorporate other commensurate duties and responsibilities to organisational change/review and to assist flexibility. The duties outlined are not meant as an exhaustive list and will also comprise any other duties within the spirit of the post as specified by the Chief Executive and the Board. 

Person Specification

	Area 
	Essential 
	Desirable 

	Experience 
	Of dealing with customers and internal and external agencies  on  a  daily  basis  in  sometimes  difficult circumstances. 
	 

	
	Of the range of services offered by support agencies, especially where tenants require more intensive support. 
	

	
	Of providing a professional customer focussed service with commitment to customer care. 
	

	
	Of general office routines and financial procedures. 
	

	
	Of working effectively as part of a team. 
	

	
	Of planning and organising own work effectively in order to ensure the achievement of objectives. 
	

	Education and Training 
	A detailed and working knowledge of the recovery of both current and former tenant debt, and the options available for debt recovery. 
	Knowledge of the operation of office based IT systems 
including CX Housing 
Academy and Microsoft 
Office packages. 

	
	Of Means Tested Benefits. 
	

	
	Of the Legal Procedures for recovery of debt or for breaches of tenancy. 
	

	
	General level 	of education 	with minimum 4 
GCSEs (grade A to C) or equivalent. 
	

	
	A willingness to take responsibility for own continuous development 
	

	Skills 
	Ability and confidence to communicate effectively with a wide range of people. 
	Ability to provide an efficient and

	
	Ability to be sensitive to individual needs, show understanding and maintain customer confidentiality at all times. 
	effective 
Ability to provide information 
accurately 	and concisely 	 to customers. 

	
	Ability to work on own initiative and prioritise own workload to ensure that deadlines are met. 
	

	
	IT skills  
	

	
	Good negotiating skills in potentially difficult situations. 
	 

	
	Flexibility in approach to working hours and ability to attend evening meetings. 
	



	Values and Attitudes 
	To uphold and promote the mission, aims, goals, service promise and values of the organisation. 
	 

	
	To work closely with colleagues as part of a team in providing a professional service to meet the needs of the tenants and residents of Belle Isle. 
	

	
	To undertake any other duties, commensurate with the level and experience of the post holder, as may from time to time be required by the Chief Executive, to ensure service continuity, and for the benefit of the organisation as a whole. 
	

	
	Willing to take personal responsibility under and abide by Belle Isle TMO’s Health and Safety Policy and Equal Opportunities Policies in the duties of the post and as an employee 
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