[image: Icon

Description automatically generated]North Wales Housing 
Role Profile


	Role Title
	Extra Care Manager

	Directorate
	Operations

	Department
	Communities

	Team(s)
	Older Persons


	Responsible to
	Head of Older Persons

	Responsible for
	N/A

	

About North Wales Housing


	North Wales Housing has been providing homes and delivering services since 1974. We are a successful housing association with over 2,700 homes and we are totally committed to our communities across North Wales. We prioritise significant investment in our homes and services. 
  
We employ around 230 people working in a diversity of roles.  We are proud to display the Investors in People ‘Gold’ and Best Companies one star ‘Very Good’ to work for accreditations as we care about and value our people as they put our customer at the heart of everything they do.


	Job purpose
	Deliver an effective, reliable, responsive, and respectful person-centred extra care housing service to residents.  
 
Manage the building to ensure safe and secure environment for residents and staff.  
 
Develop and improve on-site services to meet the needs of older persons involving residents, families/carers, staff, partners, and statutory agencies.  

	About your job
	Key Result Areas/Principal Duties and Responsibilities

1. Provide an efficient and effective housing management support service to the Association’s Extra Care residents, including the ancillary and meal services, maintaining electronic records of the resident journey, providing a customer focussed approach in accordance with the Association’s policies and procedures to support residents

2. Manage the buildings from a facilities management perspective, ensuring building are fit for purpose, compliant and meet the needs of the residents  

3. Promote independence, and health and well-being of residents, including tenancy engagement and social activities within the scheme and involvement with the wider community 

4. Coordinate with local partners and community partners to promote, the scheme to potential residents, administering a waiting list, carrying out home visits, and chairing panels to effectively let properties and minimise void periods

5. Identify need and undertake risk assessments involving residents and important others to produce Support Plans, supporting PAG applications and working with occupational therapists to identify necessary adaptions to support wellbeing and needs of the resident. Act as a facilitator to ensure that residents receive the care and support services and advice that they require from statutory and other bodies

6. Interact with Health/Social Services/Nominated Care Provider Team to ensure transitional intermediate care accommodation and services are managed effectively to support the resident

7. Assist with the development and implementation of policies and procedures to ensure compliancy and regulatory needs are met

Key Relationships – Internal and External
Older Persons Team 
Finance and Rents Team 
Homes 
Customer Experience
Asset Management 
H&S and Compliance 
 
Contractors 
Local Authorities  
Residents 
Residents’ families 
Advocacy 
External Agencies 
Community Groups 
Volunteers 
Health Services 
Social Services 



	General
	· You will be committed to putting the customer at the heart of everything you do.
· You will actively contribute towards achieving targets, key performance indicators and service standards which relate to your role and assist in taking corrective action where performance falls below required standards. 
· Ensure all policies and procedures are adhered to and implemented at all times. This includes Health and Safety, Equality Diversity, and Inclusion and GDPR.
· Comply with the Association’s Code of Conduct by behaving in a professional, respectful manner at all times.
· Take part in progress/performance reviews throughout the year.
· Cooperate with other NWH departments to achieve good outcomes for our residents, applicants, colleagues, and contractors.
· Attend training courses and complete online training modules as required to meet the requirements of the post.
· Take responsibility for own personal development, seeking out opportunities to learn new skills.
· Undertake any other duties as requested which are reasonably deemed to be within the scope of the role or necessary for the smooth running of the business.

















	About you
	Essential
	Desirable

	Qualifications and specific training
	N/A
	

	Knowledge
	Understanding of the support needs of older people
Understanding of professional boundaries 
Understanding of Housing Management 
Understanding of general facilities management (including fire safety) 
Understanding of Health and Safety regulations 
Understanding of barriers for vulnerable adults 
	Understanding of Housing Support Grant Programme 
Understanding of key policies, procedures, systems, and legislation that influences the provision of housing and care
Awareness of benefits system


	Experience
	Demonstrable experience of working with older client groups in a person-centred way
Demonstrable experience working with vulnerable adults 
Demonstrable experience of working with people within the care, supported living or housing sector 
Demonstrable experience of working in a customer focused environment 
Demonstrable experience of providing engagement/social inclusion activities to service users 
Demonstrable experience of working in a confidential manner
Demonstrable experience of working with partners and professionals  
Demonstrable experience of working with Health & Safety responsibilities  
	Demonstrable experience of general Housing Management gained in either public or private sector  
Demonstrable experience of supporting people to make benefit claims 


	Skills
	Developed written and verbal communication skills
Developed customer focused approach 
Developed partnership working skills 
Developed problem solving skills Developed numeracy skills 
Developed IT skills, including MS Office packages 
Basic presentational skills 
Basic marketing/promotional skills 
Developed Facilities Management skills 
	

	Personal attributes
	Compassion and empathy to the needs of older people or those with vulnerabilities
Person centred focus in promoting independence, dignity and choice for residents 
Effective Communicator for dealing with staff, residents, families and professionals
Flexibility in approach to meet changing needs and priorities
Relationship Building to foster community integration, build trust and maintain good relationships with stakeholders
Customer Service Orientation focusing on high quality and improving the quality of life for residents
Ability to work efficiently and to deadlines  
Ability to work on own initiative and as part of a team to achieve goals 
Willingness to commit to own CPD 
You will have an increased fluency to converse in Welsh, which will include a confidence to give presentations in Welsh. You will have some ability to prepare written documentation in Welsh but may require some support. (For internal admin purposes, the requirement is set at Level C1 in the ALTE model – Level 4 on self-assessment form)
	

	Additional requirements
	Full UK drivers’ licence with access to own transport  
Lone working role 
An Enhanced DBS check is required for this role
	

	About our ways of working
	Our values and standards are what make us North Wales Housing. They are what we stand for. All our people work to these values that collectively sum up the character of the organisation. Our values drive our decision making on a daily basis and the way we act will embody our values. 

We are One Team - We believe we can achieve more together. We are united in what we do and are proud of what we achieve together 

We build Trust - We are honest, consistent and reliable. Empowering professionals to deliver what we say we will and do the right thing 

We are Open - We are open to all and closed to prejudice. We value diversity and work hard to create an environment where people feel comfortable so they can bring their best 

We Learn - We are curious and focused on how we can do better. We listen to learn, understand, be informed and re-evaluate. We welcome feedback and see our mistakes as opportunities to improve. 


	
The above role profile is not exhaustive but an indication of the duties the post holder may undertake and will be subject to review.


	Post Holders Signature:
	
	Date:
	


	Leaders Signature:
	
	Date:
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