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ABORIGINAL HOUSING VICTOF

POSITION DESCRIPTION

CLIENT SERVICES OFFICER

OVERVIEW
PROGRAM Housing Solutions
POSITION REPORTS TO Maintenance Administration Coordinator
DIRECT REPORTS Nil
IDENTIFIED POSITION No; Aboriginal and Torres Strait Islander candidates are strongly encouraged to apply
DATE PREPARED August 2022
AWARD SCHCADS award level 3

ORGANISATION CONTEXT

About

Aboriginal Housing Victoria (AHV) is an Aboriginal® community organisation responsible for managing more than
1,800 rental properties for Aboriginal people living in Victoria.

Our vision is to ensure that Aboriginal Victorians secure appropriate, affordable housing as a pathway to better lives
and stronger communities.

In addition to being the largest non-government Aboriginal housing organisation in Australia, AHV is the lead agency
for Victoria’s Aboriginal housing and homelessness policy, Mana-na woorn-tyeen maar-takoort (Every Aboriginal
Person has a Home). As the housing and homeless policy lead in the Victorian Aboriginal community, AHV has a
responsibility to work in partnership with the government to secure the resources and reforms to implement the
policy, while we support sector development to empower Victoria’s Aboriginal community to determine its chosen
housing future.

AHV's housing services are targeted at those most in need of support. Through the provision of secure housing by
an Aboriginal rental provider, AHV helps strengthen and maintain Aboriginal communities and cultural ties.

Values

Aboriginal cultural values underpin AHV’s values. Our values provide an ethical framework within which all decisions
are made, and our services are delivered. Our values guide how we relate to our clients, each other and to the
Aboriginal and non-Aboriginal community.

Respect and support for Aboriginal identity and culture and for our renters and stakeholders.

Transparency and accountability in providing information, decisions and explanations for scrutiny and to take
responsibility for actions and consequences as the foundation of good governance and building trust.

Striving for excellence through our leadership in Aboriginal housing and best practice service delivery.
Integrity, trust and honesty in all our business activities and practices.

Collaborative relationships with our community, renters, government and stakeholders.

Kindness, compassion, courtesy and dignity in our relationships with our clients, our stakeholders and with each other.

1 Throughout this document the term “Aboriginal” is used to refer to both Aboriginal and Torres Strait Islander people.



Inclusiveness and ensuring that everyone, regardless of their background, abilities or circumstances has equal
opportunities to participate, contribute and feel valued.

PROGRAM INFORMATION

Client Services is part of the Tenancy and Maintenance team and is part of the Housing Solutions Division. The Housing
Solutions Division is responsible for the delivery of a range of services including client enquiries, managing waiting lists,
allocations, rent payment, arrears, property management and maintenance works and life skills support.

PURPOSE OF THE POSITION

Reporting to the Maintenance Administration Coordinator, the Client Services Officer works within the Maintenance
team focussing on tenancy issues. The role operates in a scheduled environment.

KEY RESPONSIBILITIES

e  Be the first point of contact for all tenant telephone enquiries providing a professional, courteous and responsive
service, including obtaining and providing accurate and relevant information to tenants, redirecting calls and
forwarding messages promptly and accurately to relevant staff.

e Responding to and actioning telephone and email tenant enquiries consistent with AHV policies and procedures
resolving these where possible within the level of CSO delegation or providing appropriate referral to other AHV
staff.

e Use AHV systems to accurately record tenant and other information and search for up to date information.

e  Workin collaboration with other AHV staff, particularly housing officers and property compliance officers and assist
other team members in projects and activities.

e Identify opportunities for improvement in client service systems and processes.

e Provide a high level of administrative assistance including written correspondence to tenants to seek information
and advice around maintenance outcomes.

e Comply with AHV’s policies and procedures at all times.

e  Prioritise work and manage working time to ensure efficient productivity.

e Exercise a duty of care to work safely, taking reasonable care to protect your own health and safety and that of
your fellow workers, volunteers and clients including following safe working procedures and instructions.

e Perform other duties as directed that fall within the scope of the position or the incumbent’s knowledge and skills

base.

QUALIFICATIONS AND LICENSES

e Nil

KEY SELECTION CRITERIA

e Awareness and appreciation of Aboriginal societies and cultures and an understanding of the issues affecting
Aboriginal people in contemporary Australia and the diversity of circumstances of Aboriginal people.

e High level customer service skills along with experience in liaising with a variety of internal stakeholders.

e Demonstrated ability to use initiative and apply a problem solving approach to work.

e Sound written and verbal communication skills.

e High level interpersonal skills with demonstrated capacity to work collaboratively with other staff to achieve
positive outcomes.

e Strong attention to detail along with the ability to prioritise competing priorities, to work autonomously and under

pressure and take direction and responsibility for the effective completion of work.



Proficiency in IT systems including the Microsoft suite of applications.

EMPLOYMENT CONDITIONS

Terms and conditions of employment as included in the Contract of Employment.

AHV is an equal opportunity workplace.

A National Police Records Check and Working with Children Check, satisfactory to AHV, are required before
commencement.

Attendance at mandatory and other training as required.

Constructive/active participation in key AHV activities, which support renters and the Aboriginal community more
generally e.g. AHV NAIDOC Family Day.
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