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MANAGER RESIDENTS & COMMUNITIES
CITY WEST POSITION DESCRIPTION

HOUSING

POSITION DETAILS ‘ ‘ ‘

Job title Manager Residents and Communities

Reporting to Head of Housing Services & Community Engagement

Direct reports Team Leader Housing Services, Community Engagement Officer, Aboriginal
Liaison Officer, Housing & Property Manager ARCH

ORGANISATION OVERVIEW

City West Housing (CWH) is an independent not for profit housing provider with a focus on developing
and delivering affordable rental housing. We invest in the communities in which we operate, working
closely with a range of partners to build stronger communities. We are a Tier 1 registered community
housing provider with strong development capability and a commitment to service delivery.

OUR PURPOSE

To build stronger communities and improve people's lives by providing affordable housing.
WORKPLACE VALUES

Ourvalues inform the way we work and how we operate our business.

Integrity: We act in accordance with our values by doing the right thing.

Compassion:  We are genuinely concerned about people.

Inclusion: We seek to create a culture where everyone feels valued, heard and included.

Accountability: We will accept responsibility for our actions and behaviours, both as individuals and
collectively.

PURPOSE OF THE POSITION

Improve people’s lives by leading and managing high quality, responsive Housing Services &
Community Engagement teams that deliver customer service excellence and positive customer
outcomes in accordance with key KPls and CWH's Purpose, Values and Strategic Plan. Ensure that CWH
builds stronger communities by maintaining sustainable tenancies and responding to the evolving
needs of residents.

@ LIVE. WORK. LOCAL.
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KEY RESPONSIBILITIES

= Taking responsibility for meeting or exceeding industry benchmarks and implementing
improvements to services delivery.

= Ensuring staff work within the relevant compliance and legal frameworks.

= Staying upto date on changes to laws and regulations affecting community and affordable housing
and taking responsibility for implementing the necessary changes to policies and procedures
throughout the Team.

= Regqularly reviewing the portfolio structure and property distribution to manage workloads.

= Working collaboratively with other teams to identify opportunities to enhance quality of life and
overall resident satisfaction and to ensure collaborative and sustainable approaches to
engagement that maximise resident satisfaction.

= Managing the implementation of service improvements.

= Monitoring and analysing KPIs relating to Housing Services and Community Engagement, use data-
driven insights to provide operational and strategic recommendations to the Head of Housing
Services & Community Engagement, contributing to informed decision making.

= Collaborating with key external partners, government entities and industry stakeholders to
strengthen CWH's position in the community.

= Leading by example; empower, inspire, support and develop team members in delivering customer
service excellence.

= Assisting in driving company culture and performance through leadership practices that enable
CWH to attract and retain high quality staff and develop ourinternal capacity and capability.

= Being a role model and ambassador of the CWH culture and expected behaviours, acting with
openness, professionalism and integrity at all times.

= Monitoring and report on performance within your areas of responsibility, including identifying and
implementing strategies for addressing areas of underperformance and working collaboratively
with internal teams to deliver service excellence.

= Managing a designated budget ensuring that value for money is achieved in all circumstances
through the monitoring and control of expenditure and the early identification of any financial
irregularity.

= Providing timely and accurate reporting when required both internally and externally.

= Supporting the organisation to achieve its strategic and operational goals by participating in
projects and other tasks that support the organisation's success and your own personal
development.

= Ensuring compliance with relevant legal and statutory requirements along with best practice and
general duty of care.

= Working with the Project Officer to develop new internal processes and frameworks collaboratively
to ensure organisational readiness for growth at scale.

= Ensuring consistent and accurate resident data is captured and provided to Homes NSW and the
Housing Australia Future Fund reporting systems, and community impacts are measured for
reporting.

= Supporting the team with capturing and reporting on satisfaction data and implementing the CWH
Customer Charter and framework.

Tenancy & Resident Management

= Leading, developing and executing the operational priorities, projects and plans for the
tenancy/resident management functions, ensuring excellent customer service, high resident
satisfaction and the delivery of plans and KPIs in collaboration with other teams as required

= Ensuring day-to-day resident management processes and practices are undertaken in accordance
with CWH policies and procedures
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Ensuring housing services activities comply with the NSW Residential Tenancy Act (2010), the
National Regulatory System for Community Housing, and CWH policies and procedures, including
WHS obligations

ARCH (Fee for Service)

Actively manage ongoing operational relationships of Fee for Service partnerships.
Working collaboratively with the Development Team to operationalise new Fee for Service
partnerships.

Community Engagement

Leading, developing and executing operational priorities, projects and plans for the Community
Engagement function that enhance resident engagement, contribute towards socially inclusive
communities and support our residents to participate socially and economically in society.
Developing and maintaining strong networks, partnerships and service level agreements with
relevant services that improve outcomes for customers.

Monitoring KPI performance of partnerships to ensure they achieve desired outcomes and value for
money.

Working collaboratively across the business to ensure collaborative and sustainable approaches to
engagement, maximise resident satisfaction and identify opportunities to enhance quality of life
and overall resident satisfaction.

Leading the revision, monitoring, measurement and evaluation of the Community Engagement Plan
including outcomes measurement.

Lead the engagement of residents in new CWH community housing developments to strength
community sense of place through placemaking.

KNOWLEDGE, SKILLS AND COMPETENCIES

KEY REQUIREMENTS DEFINITION

Qualifications / = Experience leading high performing teams within Community
Experience Housing, Tenancy Management or similar

= Detailed understanding of the Residential Tenancies Act

= Experience proactively and collaboratively improving business
processes or systems end-to-end

= NSW Drivers Licence desirable

Coordination = Exceptionaltime management, organisational skills and

attention to detail

=  Ability to manage competing demands and rapidly adjust to
change, delay or unexpected events.

= Forward thinking, able to assess and manage risks

= Ability to work autonomously, employ initiative to find solutions,
prioritise and exercise discretion.

= High level proficiency in MS Office

= Proventrackrecord in stakeholder management, including an
ability to foster and build strategic relationships with key
internal/ external partners and stakeholders
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Leadership, Management
& Team Coordination

Acts as a role model to promote a fair, equitable and inclusive
workplace

Espouse CWH values

Provide staff leadership, engendering teamwork and
collaboration

Promote a safe, efficient and effective work environment by
promoting a positive, healthy, and safe work environment
Promote a harmonious and inclusive workplace free of
discrimination, harassment and bullying

Contribute to a culture of continuous improvement

Deliver on key responsibilities of the role

Accountability

Takes responsibility for ones own actions and demonstrates
personal integrity

Demonstrated ability to work under pressure, multi-task
conflicting demands, meet deadlines and work independently
Keeps commitments and ensures responsibilities are covered if
absent

Dependability

Ability to work autonomously, and collaboratively across internal
and external stakeholder groups

Aproactive and flexible approach to work.

Takes respansibility for own actions.

Demonstrated ability to work under pressure, multi-task
conflicting demands, meet deadlines and work independently.
Punctual, reliable and professional.

Results oriented with a focus on genuine resident outcomes.

Problem Solving

Highly developed analytical and problem-solving skills

Uses reason supported by relevant facts to identify and resolve
problems in a timely manner

Gathers, analysesinformation and develops effective solutions
Provides and implements recommendations that address issues
Demonstrated analytical thinking, problem solving and decision-
making skills and ability to synthesise complex information.

Communication &
Interpersonal Skills

Strong written and spoken communication skills.

Ability to adapt communication style when dealing with diverse
stakeholder groups.

Ability to manage highly sensitive and/or confidential
information.

Displays good emotionalintelligence to foster positive
relationships combined with the ability to deal with sensitive
situations with tact and diplomacy.

Shows respect and sensitivity diversity.

Builds trust and credibility by meeting commitments and
maintaining personal integrity.

Is enthusiastic, self-motivated and commercially astute
Willingness to provide guidance and assistance to colleagues
and work as part of a team
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