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Job Title:  Home Ownership Officer 

Level:    Team member 

Spot salary:  £34,800 

Team:   Home Ownership / Specialist Housing Services 

Reporting line:  Home Ownership Manager 

Financial scope:  Budget of £300  

DBS check required: No 

What is the purpose of my job? 

As a Home Ownership Officer I will use a done in one approach to provide a housing management service to 
leasehold and shared ownership residents ensuring that the home ownership experience is exceptional for all 
of our customers, meeting performance targets and striving to improve Specialist Housing Services.  

In my job I will:  

Manage general consultation processes with leaseholders incuding organising leaseholder surgeries. Be 
responsible for implementing statutory consultation processes (Section 20) and deal with any enquiries and 
disputes that arise.  

Be responsible for interpreting long leases, head leases, management agreements and service level 
agreements providing advice and assistance to other departments.  

Ensure that the terms of leases are enforced and that any breaches are dealt with immediately, including 
implementing proceedings under Section 146 & 147 of Law of Property Act 1925, where required.  

Liaise with leaseholders to ascertain repairing responsibilities when leaks and other repairable damage is 
reported. Liaise with repair planners to ensure the minimum of delay in arranging communal works to the 
building to rectify leaks.  

Investigate and respond to disputes arising from service charges or other lease issues. Prepare cases for 
Mediation and Tribunals, attending and giving evidence where necessary. Produce First-tier Tribunal reports, 
court papers and other relevant documentation as required. 

Be responsible for providing  an excellent customer experience in all telephone, wrtitten and face to face 
communications with home ownership residents.  

Resolve disputes with leaseholders and shared owners, including responding to complaints and members’ 
enquiries and resolving associated issues promptly and within published timescales.  

Ensure electronic and hard copy case records are up to date.  

Maintain knowledge of lease, statutory and regulatory obligations, best practice and legal precedent.  

Work closely with all teams and leaseholders to deliver changes identified in leasehold experience action plan 
and team plans and suggest further improvements. Report to Head of Service on progress of improvement 
plans.  
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Pro-actively engage with leaseholders. Plan, attend and follow-up enquiries for working groups. Carry out site 
visits where appropriate to ensure the building is in good order. Arrange and hold one-to-one meetings with 
leaseholders. Work flexibly according to the needs of the service, in the understanding that some out of hours 
working will be necessary.    

Promote a leasehold empowerment culture. Introduce, promote and encourage engagement opportunities 
ensuring that home ownership residents have the opportunity to influence services provided to them and that 
their views are considered. Ensure that relationship management and collaboration is considered at all times 
and in all duties.  

Be responsible for arranging engagement activities for my patch, ensuring that the small budget I manage is 
used optimally for the benefit of our home ownership residents.  

Ensure performance standards for Home Ownership are met or exceeded in all cases.  

Liaise with other Phoenix teams, local authorities, statutory and voluntary agencies to ensure the efficient and 
effective management of Leasehold and Shared Ownership properties.  

Lead on the management of and monitor the performance of agents representing a superior landlord ensuring 
that all servcies are provided in accordance with the head lease. Solve problems that arise.  

Positively promote Specialist Housing Services at all times.  

Have overall responsibility for managing the commercial property portfolio. Ensuring that repairing issues are 
resolved swiftly, enquiries are answered within timescales, and providing a general building management 
service.  

Be responsible for on-site management of the telecommunications leases, ensuring that site inspections are 
undertaken regularly, access is provided within the lease prescribed timescales, and complaints and concerns 
are resolved swiftly.  

Record and maintain statistical/performance information (KPI’s) as required by the Team Manager. Maintain 
reports/spreadsheets as necessary for the efficient operation of Specialist Housing Services.  

Be responsible for the quality of service I deliver. Attend and participate as a representative of Phoenix at 
training and conferences as required to further develop knowledge in Specialist Housing Services and taking 
every opportunity to ensure that Phoenix is at the forefront of service delivery and innovation.  

Be familiar with and act at all times in compliance with Phoenix’s values, policies, procedures, standing orders 
and financial regulations. 

Carry out other duties within the scope and spirit of the job, and in accordance with the level of the post, as 
required. 

My health and safety obligations 

In my role I have a duty of care under the Health and Safety at Work Act.  This means I will be familiar with the 
relevant legislation and will work in a safe way.  As a team member I will take responsibility for my own safety 
as well as my team’s safety and work in collaboration with the Health and Safety Officer to minimise any 
potential risks. 

My safeguarding obligations 

As part of my wider duties and responsibilities I am required to promote and actively support Phoenix’s 
responsibilities towards safeguarding. Safeguarding is about keeping people safe and protecting people from 
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harm, neglect, abuse and injury. It is about creating safe places, being vigilant and doing something about any 
concerns I might have. It isn't just about the very old or the very young, it is about everyone who may be 
vulnerable. 

This job description is not exhaustive and will be reviewed from time to time in consultation with my 
manager. 

  



 

Job description and person specification 

 

 

Phoenix Community Housing | Date of last evaluation: July 2017 | www.phoenixch.org.uk   

Person Specification 
 

Section Criteria 

Experience, 

Knowledge, 

Understanding  

Knowledge of leases and understanding of the issues of leasehold management 

Knowledge of service charge legislation and regulations.  

Experience of presenting information to Court, Mediation or Tribunals.  

Experience in the managenment of leasehold properties. 

Understanding of continuous improvement and willingness to contribute to 
effectively to continuous improvement.  

Confident in managing information. 

Education and 

Qualifications 

Recognised qualification in housing management, property management or a 

legal qualification.  

Good standard of secondary education.  

Skills Excellent oral and written communication skills.  

Ability to interpret leases.  

Good orgnisational skills and ability to prioritise own workloads.  

Excellent IT Skills.  

Ability and desire to problem solve.  

Conflict resolution skills.  

Equality and 

Diversity  

Demonstrate commitment to equality of opportunity in employment and service 

provision. 

Phoenix Strengths Demonstrate commitment to the Phoenix Strengths: 

1. Community 

2. Customer 

3. Consideration 

4. Collaboration  

 

*If you are a disabled person, but are unable to meet some of the job requirements specifically because of 
your disability, please address this in your application. If you meet all the other criteria you will be 
shortlisted and we will explore jointly with you if there are ways in which the job can be changed to enable 
you to meet requirements.   
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I will demonstrate the Phoenix Strengths as a team member: 

Strength  Definition  
 

Relating  
(Community)  

People strong in Relationships are driven by making a difference to the community. They 
successfully build and maintain relationships with a wide range of people, being socially 
adaptive, and draw on these partnerships to help achieve objectives.  
 

Teaming  
(Community)  

People strong in Teaming work as a collective to achieve results that serve the community. 
They are always focused on the collective organisation, putting shared interests ahead of 
their own, and pride themselves on taking ownership as a team.  
 

Serving  
(Customer)  

People strong in Serving focus on the customer and take personal responsibility for 
meeting their needs. They love to help others and are always motivated by giving 
customers and colleagues an amazing level of service.  
 

Doing  
(Customer)  

People strong in Doing serve the customer by making things happen. They take an idea 
and bring it to life in a way that is practical and cost effective. They are motivated by 
handling multiple priorities and make informed decisions quickly.  
 

Leading  
(Consideration)  

People strong in Leading demonstrate consideration for the greater good. They 
demonstrate leadership and always do the right thing to help others, regardless of their 
role. They are always aware of the impact they have on others around them.  
 

Flexible  
(Consideration)  

People strong in Flexible demonstrate consideration towards others by being adaptive and 
supportive whenever things change. They love to juggle different priorities and naturally 
adapt their plans to find the best solution.  
 

Sharing  
(Collaboration)  

People strong in Sharing demonstrate collaboration by proactively sharing knowledge 
across service areas and deliver customer focused solutions. They keep themselves up-to-
date with important developments in their work and the housing industry.  
 

Celebrating  
(Collaboration)  

People strong in Celebrating increase collaboration through their positive focus. They 
always have an optimistic outlook, focus on solutions, and build on the strengths of people 
and projects.  

Additional core strengths: 

Make it Better  People strong in Make it Better always spot what isn’t working and look for ways to make 
it better. They love taking responsibility to make things more efficient and always see 
things through to the end.  
 

Solution Finder  People strong in Solution Finder enjoy solving problems no matter how complicated. They 
are very resilient and make sure that issues are fully resolved before moving on.  

 


