

City of Wolverhampton Council

Job Description

Job Title:

 Resettlement Support Officer 

Directorate:

 Public Health 

Service:

 Communities; New Communities and Migration
Location:

 Any suitable location within the City of Wolverhampton 

Workstyle:

 Flexible working
Responsible to:
 Lead Officer- New communities and Housing 

Grade: 

 Grade 6
This post is subject to a satisfactory Disclosure and Barring Service (DBS) check.

Job Purpose and Role 
Supporting new communities to settle and thrive in Wolverhampton is key to ensuring that all our residents benefit from health, economic and social inclusion through access to services, skills, good quality housing, wellbeing support and cohesive communities.
Working in partnership with a number of agencies, the team work to resettle and integrate asylum seekers and refugees into the city, ensuring that they have access to the right support and housing. The postholder will provide support to the New Communities team, supporting on the delivery of key projects, coordinating leasing arrangements and payments, case management administration and communicating with partners across the voluntary and private sector. 
To support the new communities and Migration team to deliver key projects, new business, development of information and communication across the service area. 

The workload will vary from day to day and will encompass the following: 

· Supporting with the administration of information technology and systems, CRM, CMS and/or various data bases.

· Ensure that all project communications are progressed in a timely manner.

· Support risk and issue identification and log keeping.

· Support the delivery of key projects and ensure compliance. 

· Maintaining the team’s documents, files, and reports

· Organising and attending meetings, capturing actions and decisions

· Processing payments and maintaining clear records

· Supporting with project funding claims and the invoicing process
· Monitoring rapid payment process for landlords or other ‘homelessness prevention’ accommodation providers.

· Communication with partners, landlords, providers, and beneficiaries.
· Leading on triaging enquiries through the central duty system, inclusive of face to face intervention and presentation of customers into the Civic.

· Navigating complex interaction to find solution or de-escalate situations aligned to partners, landlords and vulnerable customer.
Main Duties and Responsibilities 
1. Provide support to the service lead, coordinating communications across the organisation internally and with partners
2. Provide day to day administration of the of the information technology and systems, CRM, CMS and/or various data bases and support around projects, programmes and payments. 

3.  Maintain highlight reports, clear records, findings, and support development of information for internal and external audiences.

4. Support to ensure compliance with processes and policy, where required.
5. Act as a point of contact for landlords and have regular communication with Landlords, partners and colleagues, responding to queries, questions and have the ability to escalate concerns as required. 
6. Excellent communication skills and ability to work in a partnership environment.
7. Provide an efficient and responsive customer service: advice and information via the telephone and in person.
8. Supporting the initial triage and communication relating to enquires and referrals.

9. Leading on triaging enquiries through the central duty system, inclusive of face-to-face intervention and presentation of customers into the Civic.

10. Navigating complex interaction to find solution or de-escalate situations aligned to partners, landlords and vulnerable customer.

11. Supporting as a point of contact for enquiries to enable households who are new to the City to gain understanding of processes, housing option  and support, whilst setting realistic expectations.
12. Monitoring inboxes for the team and coordinating the signposting across the team for quick, efficient response.

13. Ensure project and programme documents and records are kept up to date.

14. Support the facilitation, coordination, and arrangements of meetings. Following up on actions, maintaining action logs and risk registers.

15. Operate and maintain files and documents within electronic document repositories. 

16. Liaise with landlords, agreeing and processing orders, invoices, and payments for accommodation. Logging and tracking payments with clear reporting and evidence

17. Work flexibly to support where required, helping meet the wider team objectives, for example outreach support for home visit or landlord engagement.
18. To support staff across the team in the delivery of outcomes and targets.
19. Strong communication skills, verbally and written.

20. Confidence to utilise Excell and a variety of databases to enable monitoring, review of projects, and evidenced based practice.
21. Show initiative by developing new pieces of work, working autonomously, managing own time and workload, escalating issues or barriers.

22. Contribute fully to the team, articulating ideas, participating in team discussions, and keeping abreast of current practices and ideas, promotion of diversity days.
23. Communicate relevant policy updates, horizon scanning and  information of interest with internal and external stakeholders 
24. Be politically aware and have a good understanding of working in a political environment. 
25. To act in accordance with the Council's Constitution and other Codes of Conduct.

26. To participate in staff development, appraisal and training as appropriate, including continuous professional development.

27. To comply with the Council's agreed policies and procedures including but not limited to Health and Safety, and Equal Opportunities Policies, General Data Protection Regulations, Freedom of Information Act, Financial Management Regulations and other relevant Council and Government Regulations, Directives and City-wide priorities.

28. To undertake any other tasks, duties and responsibilities as directed and appropriate to the grade and role of the post subject to any reasonable adjustments under the Disability Discrimination Act 1995 as incorporated into the Equality Act 2010.

29. To participate in the wider development of the service and contribute to service improvement as required.

30. Effectively manage and review allocated contracts to ensure the required level of performance and best value is achieved in line with the Council’s key strategies; as appropriate and training provided.

31. Work with key stakeholders when required to effectively manage contracts to achieve the best outcome for the delivery of the Council’s objectives; as appropriate and training provided.

32. City of Wolverhampton Council is committed to Corporate Parenting.  

“Corporate Parenting is the collective responsibility of the Council to provide the best possible care and protection for children who are looked after.”

SUPERVISORY RESPONSIBILITY 
This post has no supervisory responsibilities 
CONTACTS 
Staff at all levels in across all internal departments
Beneficiaries of the service area of new Communities and Migration.
Voluntary and community Sector Partners

Private sector landlords and registered providers

City of Wolverhampton Council
Person Specification
Job Title: Resettlement Support Officer
Job Purpose and Role:   
To support across Homelessness and Migration key projects, new business, development of information and communication across the service area. 

	FACTORS
	ESSENTIAL
	DESIRABLE
	ASSESSMENT

	Qualifications 
	· Qualified to A ‘level standard
· Evidence of IT based training or substantial experience e.g. Excel, Agresso, Word, Visio, PowerPoint, data analysis, payment generation, invoicing, dashboard creating etc.
	· Business administration degree or relevant experience
· Customer services qualification


	· Application Form

· Interview/Test 

· Production of Certificates 

	Skills 
	· Ability to work in a high pace environment.

· Excellent communication, interpersonal and negotiation skills

· Ability to engage confidently to de-escalate complex situations or respond in crisis.

· Experience of report writing, delivering presentations
· Ability to work accurately with numbers, finances and spreadsheets.
· Negotiation skills and experience of dealing with customers and partners
· Adaptable, with ability to self-learn and develop knowledge.

· Excellent IT skills with ability to use IT CRM systems, Excell and Microsoft Office

· Monitoring and data analysis

· Solution focused, creative in response to challenges.
	· Project coordination and monitoring

· Additional language

· Analytical skills 
· Experience of using project management programmes and invoicing systems
· Delivering customer service/ Advice and guidance to  vulnerable customer with multiple/ complex needs
	· Application Form

· Interview/Test

· References 



	Experience 
	· Experience of working with a diverse team and client cohort and understand the varied needs of these communities
· Ability to provide a high standard of customer service in person, verbally and in writing. 

· Ability to work on own initiative.

· Experience of ability to communicate information succinctly to internal and external partners 

· Proven experience of providing support within a project environment

· Experience of supporting the production of reports, risk logs and action tracking.

· Prioritising workloads and meeting deadlines.

· Work flexibly to meet additional needs and outcomes as part of the team.

· Maintaining accurate log and records, evidence-based practice.

· Excellent coordination and administration skills.
· Political awareness and experience of working with elected members.
	· Supporting delivery of services for new communities, asylum, refugee or migrants

· Experience of budget monitoring 

· Understanding of project support and delivery within Local authority


	· Application Form 

· Interview/Test

· References 



	Other
	· Recognises and can implement the value of equality diversity and inclusion.

· Committed to working for and supporting people.

· Pro-active approach

· Openness and willingness to learn.

·   Honest and accountable.

·   Adhered to policy, procedure and promoting best practice.
	· Bilingual
· Experience of working with/ providing services for new, migrant or transient communities.


	· Application Form 

· Interview/ test
· References
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