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JOB DESCRIPTION

	Job Title: 
	Lettings Officer

	Employer: 
	Harbour Lettings

	Responsible To:
	Harbour Lettings Manager

	JD Last Reviewed
	November 2025

	JD Last Evaluated
	February 2026



Key Metrics
	· No line management responsibility
· No budget management responsibility



Job Purpose
	The primary purpose of the role is to deliver effective day-to-day management of non-social housing tenancies on behalf of Harbour Lettings. The postholder is responsible for ensuring tenancies are well-managed, financially sustainable, legally compliant, and supported by strong customer service. 
The role involves delivering key functions including marketing and allocations, rent collection and arrears management, tenancy management and sustainment, void management, property condition monitoring, anti-social behaviour management, and contractor coordination. 
The postholder is also expected to contribute to effective team working and consistently provide a high-quality customer experience.



CORE AREAS OF WORK & KEY ACCOUNTABILITIES/RESPONSIBILTIIES 

	Core Area of Work
	Key Accountabilities/Responsibilities (you will be held accountable for)  

	Marketing and Allocation Management
	· Ensuring the marketing and allocation of Harbour Lettings properties is carried out in line with procedures and agreed targets to minimise rent loss

	Rent Collection and Arrears Management
	· Ensuring tenants are appropriately supported to minimise the likelihood of falling into rent arrears
· Ensuring any tenant falling into rent arears is quickly identified and actions taken to manage this in accordance with policies, procedures and performance standards
· Offering solutions to tenants who are in arrears, to allow for tenancy sustainment, ensuring repayment plans offered & monitored, signposting to Tenancy Support Team as required, offering referral where appropriate
Maximising collection of rent arrears debt from former tenants

	Tenancy Management and Sustainment
	· Ensuring tenancy issues e.g. breaches of tenancy conditions, permission requests, response to emergency situations etc are effectively handled
· Effectively identifying tenant support needs and referring tenants to internal colleagues and external agencies

	Antisocial Behaviour Management
	· Working effectively with parties involved in anti-social behaviour issues to reach a satisfactory resolution as quickly as possible, in accordance with policies, procedures and performance standards

	Void Property Management
	· Ensuring the void management process is carried out in the shortest possible timeframes and in accordance with agreed policies, procedures and performance targets

	Managing Contractors
	· Raise, authorise and manage contractor work orders, resolving tenant queries and concerns related to outstanding or unsatisfactory works.

	Stock Condition Monitoring
	· Ensuring the condition of Harbour Lettings stock is maintained by carrying out annual property inspections

	General Business Administration
	· Effectively contributing to accurate performance reports on time and as directed by management
· Maintaining accurate records of relevant information in required formats
· Effective handling and resolution of relevant customer service complaints
· Effectively carrying out relevant finance related activities (invoice matching, rent & deposit logging, adjustments etc)
· Authorisation / logging of Landlord cost invoices for void utility / council tax periods

	Tenant and customer participation
	· Encouraging and supporting opportunities for Harbour Lettings customers to influence service and performance improvement





Key contacts/Stakeholder Management
	Internal: Customer Services, Repairs/Maintenance, Factoring, Housing Management, Scheduling/Planning, IT/CRM Support.
External: Customers, Contractors, Service Providers, Suppliers, Third-Party Partners.




	PERSON SPECIFICATION

	E
	D

	Education and Qualification

	
	

	Educated to Scottish Credit and Qualifications Framework level 6 in Residential Lettings & Property Management
Or
Educated to CIH Level 3 Certificate in Letting and Managing Residential Property or equivalent
	X



	

	Experience
	
	

	Experience of managing a portfolio of private lettings and Short Assured / Private Residential Tenancies  
	X

	

	Experience of using a computer-based integrated customer management system
	X

	

	
	
	

	Knowledge 
	
	

	Detailed knowledge of private rental sector legislation and best practice
	X

	

	Detailed understanding of policies and procedures in relation to services
	X

	

	Working knowledge and understanding of Letting Agent Code of Conduct and Deposit schemes

	X

	

	
	
	

	Skills
	
	

	Developed skill in using CRM systems to ensure accurate customer and work order data.
Developed skill in handling enquiries by phone, email and face-to-face, including complaint management and escalation.
Developed skill in coordinating repair schedules, liaising with contractors 
	X

X

X

	

	Proficient in Microsoft Word, Outlook, and Excel.
	X

	

	Strong written and verbal communication skills, able to produce clear, concise, and accurate letters, records, and responses to complex customer queries and complaints.
	X

	

	
	
	

	Additional requirements
	
	

	Membership of relevant body (eg, Propertymark ARLA / Chartered Institute of Housing)
	X

	

	Full, clean driving licence (desirable)
	
	X
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