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CLASSIFICATION:  Housing Referral Assistant, GS-1101-07

DUTY TITLE:  Housing Referral Assistant
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ORG & FUNC CODE: 
ECY
Civil Engineering

1ST SKILL CODE:
100%
AKS

Housing Referral

2ND SKILL CODE:


3RD SKILL CODE:


____________________________________________________________________________________________

SCPD DEVELOPED AND CLASSIFIED BY:  HQ AFPC/DPCMC, 6/01/01

CLASSIFICATION CERTIFICATION:  SCPD adequately and accurately reflects the local work situation to meet classification, staffing, and performance management purposes.
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SUPERVISOR’S CERTIFICATION:  I certify that this SCPD is an accurate statement of the major duties, knowledges, skills, and abilities, responsibilities, physical and performance requirements of this position and its organizational relationships.  The position is necessary to carry out government functions for which I am responsible.  This certification is made with the knowledge that this information is to be used for statutory purposes relating to appointment and payment of public funds and that false or misleading statements may constitute violations of such statutes or their implementing regulations.
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*Signature acknowledges receipt.  It does not indicate agreement/disagreement.

PURPOSE OF POSITION AND ORGANIZATIONAL LOCATION:  

The primary purpose of this position is:  To obtain community support for off-base housing; mediate landlord/tenant complaints; provide relocation assistance; and investigate reports of alleged discrimination in off-base housing.

The organizational location of this position is:  Housing Assistance Element; Housing Flight; Civil Engineer Squadron.

____________________________________________________________________________________________

ORGANIZATIONAL GOALS OR OBJECTIVES:
The organizational goals or objectives of this position are:  To promote mission readiness by assisting eligible members on all matters involving on and off-base housing and ensure maximum usage of housing resources.

____________________________________________________________________________________________

DUTY 1:









%
Critical


Develops and maintains liaison with community landlords, real estate agents, home builders, civic groups and other agencies for the purpose of advising them regarding housing needs of military and DOD civilian personnel.  Encourages rental property owners/agents to adjust leasing policies to accept short-term students and to not penalize them if training is cut short for any reason.  Acquaints owners/agents with open housing laws and DOD equal opportunity policies and programs; how they may qualify their property for listing with the housing office; state statutes concerning leases, security deposits, and military clauses; and the scope of assistance to be rendered as a mediator of landlord/tenant disputes and in referring prospective tenants.  Explains DOD policies and procedures applicable in reports of alleged discrimination and the consequences if reports are ultimately found valid.  Participates in briefing new agents and managers in all laws, policies, and procedures applicable to them as representatives of property owners.  Obtains information and inputs rental and sale data in the computer.  Verifies information with landlords and realtors to assure properties are available for rent or sale.  Trains lower grade personnel as necessary.  Conducts inspections of properties submitted for listing when there is a question of suitability as to cleanliness and “livability” based on environmental conditions, including health/welfare and safety considerations.  Ensures that military do not move into off-base housing that is on restrictive sanction.  Reports violators to supervisor for possible disciplinary action.  Provides maximum number of listings for customer use.  

STANDARDS:

A.  Communication with a diverse group of individuals both orally and in writing is typically effective.

B.  Normally conducts assessments on adequacy standards on off-base listings in accordance with AF, MAJCOM, and base instructions, policies, and procedures.

C.  Typically maintains complete listings of off base housing in a satisfactory manner.

KSA:  1, 2, 3, 4, 5, 6
____________________________________________________________________________________________
DUTY 2









%
Critical

Investigates and acts as primary mediator of landlord/resident complaints and disputes related to damages, indebtedness, lease disagreements, security deposits or violations of state/local housing rental laws; and alleged discrimination complaints.   Investigates and attempts to resolve complaints or disputes to the mutual satisfaction of the affected parties.  As necessary, confronts owners/agents to explain tenant rights under the lease agreement and state statutes pertaining to security deposits.  Deals with aggravated tenants, property owners, agents, managers, and unsanitary living conditions.  Also investigates alleged discrimination complaints.  Interviews complainant to determine the nature of the complaint and explains procedures that will be followed in the investigation.  Determines if alleged discriminator owns the property through review of court records.  Selects verifiers, if appropriate to the investigation.  Attends base commander’s meetings when all parties are invited to discuss the complaint.  Briefs complainant on findings and further avenues for redress that he/she may pursue if the local judgment is that there was no discrimination.  Prepares written report identifying findings in accordance with applicable federal, state, and Air Force instructions.

STANDARDS:

A.  Almost always exercises tact, diplomacy, and skill in gaining acceptance and compliance with established housing policies, and to overcome resistance or resolve problems or concerns.

B.  Mediates landlord/resident-housing complaints in a timely and satisfactory manner.

C.  Typically thoroughly investigates complaints of discrimination in off-base housing and documents findings in a manner acceptable to the supervisor.

KSA:  1, 2, 4, 5, 6
____________________________________________________________________________________________
DUTY 3:









%
Critical

Responsible for providing customer service to military, DOD civilians and retired military in off-base housing issues, including home buying/selling, rent and property management.  Interviews customers to determine personal need, financial capabilities, matching the individual to the local housing market, determination of probable loan amounts for purchase and decision making options for renting, buying, and property management.  Performs data search for information.  Calculates/verifies existing mortgage percentage rates at customer request.  Counsels prospective renters on their rights and responsibilities under prevailing state and federal laws and recourse available to them in the event of a dispute or problem.  Inspects off-base housing submitted for listing with housing referral for suitability based on environmental conditions such as health, safety and cleanliness.  Recommends denial of listing if unit does not meet acceptable standards and/or advises landlord what must be done to meet acceptable standards.  Provides customers with off-base listings tailored to their housing and income requirements.  Provides a comprehensive package containing community information such as: maps of the area, seasonal activities, and rental/sales listing required.  Provides information on any existing restrictive sanctions or off-limits status and disseminate information.  Refers customers to appropriate agencies for legal assistance.  Plans and schedules Homebuyer Seminars.  Conducts training on computer system for housing management personnel to ensure proficiency and continuity of customer service
STANDARDS:

A.  Typically accurately verifies customer’s needs to ensure prompt personalized assistance, and provides accurate information on local market conditions, mortgage rates, renting versus buying, etc.

B.  Normally assures guidance is within federal, state, DOD, and/or Air Force standards and policies.

C.  Almost always provides information on existing restrictive sanctions, and off-limits status of areas in the community.

KSA:  1, 2, 3, 4, 5, 6

__________________________________________________________________________________________________
DUTY 4:









%
Critical

Provides information on housing transition programs such as the Relocation Assistance Program (RAP), Transition/Relocation Assistance Coordinating Committee (TRACC), Homeowners Assistance Program (HAP), and Rental Partnership Program (RPP) to assist customers in maintaining quality of life.  Assists Family Support in providing briefings for all incoming and outgoing personnel.  Provides outgoing members with housing office points of contact, and phone/fax information for their next duty station.  Refers applicants to legal assistance officers for answers to question of legal nature.  Attends training as required.

STANDARDS:

A.  Typically promotes and champions housing transition programs as required.

B.  Participation in briefings of incoming and outgoing personnel is typically completely satisfactory.

KSA:  1, 2, 4, 5, 6

__________________________________________________________________________________________________

RECRUITMENT KNOWLEDGES, SKILLS, AND ABILITIES (KSA):  
1. Knowledge of Air Force housing referral instructions, policies, instructions, administrative practices and procedures.

2.  Knowledge of realty practices, management and financing practices of lease and sale of real property and relocation assistance.

3.  Knowledge of one or more automated databases associated with a housing referral function to recognize, locate, and insert data/information; support housing operations; and produce a variety of documents and reports.  

4.  Knowledge of Housing Equal Opportunity Program policies, principles, and practices.

5.  Ability to investigate and resolve complaints and disputes involving the off-base housing referral program.

6.  Ability to communicate with a diverse group of people, both orally and in writing.

__________________________________________________________________________________________________

CLASSIFICATION CRITERIA:
Factor 1.  Knowledge Required By The Position

-- Knowledge of Air Force housing referral instructions, policies, instructions, administrative practices and procedures to counsel personnel in on and off-base housing opportunities, local market conditions, housing availability, typical mortgage rates, etc.

-- Knowledge of agency housing management principles, concepts, and methodology related to provision of housing referral services to DOD personnel.  

-- Knowledge of the DOD Housing Equal Opportunity Program and skill in investigating complaints of housing discrimination.

-- Knowledge of one or more automated databases associated with a housing management and referral function to recognize, locate, and insert data/information, support housing operations, and produce a variety of documents and reports.  A qualified typist is not required.

-- Ability to survey and study housing needs and trends, to evaluate condition of housing, and to coordinate corrective action.

-- Ability to communicate orally and in writing.

Factor 2.  Supervisory Controls
The supervisor makes overall work assignments; establishes work priorities and deadlines; defines requirements of studies, surveys, and reviews; and assists incumbent with unusual situations that do not have clear precedents.  The incumbent performs daily work independently in accordance with established policies, written and/or oral instructions, and appropriate regulatory references and manuals.  Completed work is reviewed through general observation and periodic monitoring of contacts with applicants and residents; review of written products, such as studies or surveys; discussion of observed problems and kind of problems referred to the supervisor for assistance.

Factor 3.  Guidelines
The incumbent uses a variety of Air Force instructions, standards, and guides that are directly applicable to the assigned work.  In some cases guidelines have been supplemented at the command level if not directly applicable, and are further refined at the installation level through operating procedures and written instructions.  Incumbent uses judgment in the selection, interpretation, and application of guides to specific problems.  Uses established procedures in performing studies, surveys, and reviews, but the incumbent may exercise some discretion in selecting among alternate approaches to gathering data and format presentation.  Significant deviations require approval by the supervisor.

Factor 4.  Complexity
Performs a variety of relocation assistance such as counseling members on real estate procedures, transactions, calculating buying and selling costs, calculating mortgage costs, closing costs, and mediating landlord tenant disputes.  These duties are accomplished independently on a day-to-day basis.   The work requires making decisions regarding the interpretation of state laws and statutes, fluctuations in the real estate market, changes in mortgage financing, and affordability and availability of community housing.  The employee must conduct surveys of the local and community-housing situation.  Decisions must be based on budget considerations, housing trends, regulations, and housing laws and historical data.

Factor 5.  Scope and Effect
The primary purpose of the work is to perform a variety of housing assignments that are segments of the housing manager’s overall responsibility for managing the installation’s accompanied and/or unaccompanied assets.  The services and work products provided by the incumbent affect the efficiency of the housing program operations, morale of applicants and residents, and the responsiveness and accuracy of the program administered by the Housing Flight Chief.

Factor 6:  Personal Contacts
The primary contacts are with housing customers, other specialists within the organization, housing representatives from commercial agencies, State and municipal housing officials, vendors, property owners, housing officials from other military installations, other persons or groups from outside the agency, and personnel from local housing authorities.  Contacts are established by telephone or in person usually in an unstructured setting at a variety of locations. 

Factor 7:  Purpose of  Contacts
The primary purpose of contacts with the applicants, residents, and landlords is to receive and provide information and resolve applicant and resident problems.  Considerable coordination is required with housing inspectors, other installation officers, transportation , and private housing institutions and landlords.  The incumbent must have an even temperament and be completely unbiased in attempting to reach a mutual understanding and agreement among the parties.

Factor 8: Physical Demands
Work is mostly in an office setting.  No special physical demands are involved.

Factor 9:  Work Environment
The work is usually in an office environment.  The work area is usually adequately lighted, heated and ventilated.  There may be occasional exposure to dirt, dust or other irritants caused by repair or maintenance activities.

__________________________________________________________________________________________________

Other significant facts pertaining to this position are: 

1.  May be required to operate a motor vehicle while conducting site surveys and studies.

2.  May be subject to temporary duty assignments.

3.  Work may include some overtime.

_________________________________________________________________________________________________
CLASSIFICATION SUMMARY:
CLASSIFICATION STANDARD(S) USED:  US OPM Position Classification Standards for the Housing Management Series, GS-1173; US OPM Position Classification Standards for Contact Representative Series, GS-0962; US OPM Series Definition for GS-1101; and OPM Letter 3 August 1983; HRCD-7, July 1999. 

CLASSIFICATION REMARKS: 

EVALUATION STATEMENT

SERIES AND TITLE DETERMINATION

The incumbent of this position renders technical/administrative support to the housing management program but is not involved in on base family housing management activities.  Rather this position is involved in performing work that involves locating and maintaining listings of adequate, suitable, and economical nondiscriminatory housing for rental or sale; providing information and assistance to military and civilian employees of Federal agencies and departments in locating such housing; and promoting equal opportunity in housing policy in communities adjacent to Federal installations.  This work is described in the first exclusion in the Housing Management Series, GS-1173.  In such cases, the OPM Letter of 3 August 1983 corrected guidance in the exclusion to place such positions in the GS-0301 series, and advised that the series should be the GS-1101 series.  Since the GS-1101 series does not prescribe titles, a constructed title that recognizes the nature of the work is Housing Referral Assistant, GS-1101.

GRADE LEVEL DETERMINATION

The GS-1101 series does not contain grade level criteria.  The OPM letter instructs the Air Force to use the GS-0962 Contact Representative Series by analogy.  The standard covers positions that involve contact with members of the public to render advice and assistance in obtaining benefits/entitlements or in fulfilling obligations under various Federal programs.  The definition generally matches the duties and responsibilities of this SCPD, but this position has broader functions than those of providing information, explaining, and assisting individuals in obtaining benefits or fulfilling obligations.  The GS-0962 standard provides two classification factors:  Nature of Contacts and Level of Responsibility.  

Nature of Contacts:  At the GS-6 level, employees complete contacts relating to a body of law and regulations that covers one or two distinct types of benefits or obligations; is relatively stable in basic coverage and requirements; and criteria that must be interpreted in light of individual circumstances or that include several qualifying conditions that may affect the individual’s status.  The employee must question the individual to obtain information needed to establish his/her status under the program.

At the GS-7 level, employees complete contacts relating to agency programs that administer a variety of benefits or obligations that are closely related; benefits provided frequently change in significant ways; more in-depth counseling to evaluate the counselee’s understanding of alternatives and to help the counselee outline his/her situation, and to explain agency decisions that have serious consequences; and must have more knowledge of the workings of related agencies to interpret and apply their actions and decisions to own work.  In the case of housing referral assignments of Air Force employees, they must interview applicants to ascertain several factors that impact on their being referred to certain housing referral situations.  Such considerations as nearness of schools, the need for special accommodations such as handicapped or disturbed children situations, income level of the family unit to determine the rental or payments for housing, and several other factors that would impact a referral.  In addition, the incumbent must investigate alleged landlord/agent discrimination and resolve landlord/tenant situations related to damages, indebtedness, lease disagreements, security deposits or violations of state/local housing rental laws.  While most installation level referral programs are not affected by frequently changing benefits, employees are required to do more in-depth counseling to evaluate the counselee’s understanding of alternatives and help him/her understand factors that may influence their decision to consider certain rentals or purchase options; and investigate complaints or disputes between landlords and tenants.  The GS-7 level more closely describes the situation of this SCPD.

The GS-8 level deals with a wider range of benefits that tend to overlap with other-agency programs.  GS-8 representatives have to review the particular circumstances and goals of each individual (e.g., his work status, health conditions, retirements plans, etc.) in order to apply a combination of benefits, services, or regulatory requirements that will best meet the counselee’s needs over a span of time.  The employee must develop information that will enable meaningful comparison and consideration of the alternatives offered by the range of benefits.  This includes contacting other sources for information.  The GS-8 must use sophisticated interview techniques to get at the counselee’s real needs and preferences; this often involves dealing with sensitive personal information gained from both counselee and from outside sources.  Although the position does use sophisticated interview techniques it falls short of the GS-8 by the virtue of limitations of the program complexity.  The position does not meet the GS-8 level nature of contacts in that the range of situations concerning options for military and civilian entitlements to various housing benefits does not meet the variety of options available to those being interviewed by contact representatives at this level.  

Level of Responsibility

At the GS-6 level, employees provide direct responses to specific inquiries regarding the program of benefits, services or obligations administered by the agency.  This involves applying procedural guidelines to individual cases and interpreting the effect of such precedents as legal rulings, decisions on earlier cases rendered by courts or by administrative bodies, and rules, regulations, and digests of key decisions.  The supervisor explains the application of new decisions and rulings in general terms; employees use judgment in determining the effect of such rulings on individual situations, and the employee seeks help when individuals question their interpretation of the application of guidelines to their cases, when they question decisions or rulings on their cases; and when the employee is unable to identify the reasons for actions taken by the agency, when errors appear in the individual’s records, or delays in processing cases and determining the corrective actions to take.  Review of the work is reviewed by the supervisor through general observation and periodic monitoring of contacts, review of written work products, and discussion of problems observed or the kinds of problems they refer to the supervisor for assistance.

At the GS-7 level, employees go beyond providing specific information in response to specific questions; help the individual to understand the full range of alternatives open to him/her under the agency program of benefits or obligations so he/she can decide on a course of action; and to contact other action offices to aid the individual in resolving problems.  Thus, the work at this level requires greater judgment and resourcefulness in developing a different approach or line of questioning for each unique contact situation.  The supervisor provides an explanation of substantial, frequent changes; the employee uses judgment in interpreting and applying changes, usually without supervisory assistance; and the supervisor is available to assist with unusual problems.  The supervisor reviews work in the same manner as described at the GS-6 level.  

The work situation in the housing referral office is such that the employee must provide information to help individuals understand the full range of housing referral situations, including on-base housing opportunities, available to him/her, the areas for consideration, special accommodations for families with special needs, etc.  The supervisor makes overall work assignments; establishes work priorities and deadlines or standards; defines requirements of studies, surveys, and reviews; and assists the incumbent with unusual problems.  Thus the position most nearly compares with the intent of the GS-7 level.

The GS-8 level for this factor is not met in that at the GS-8 level, the incumbent is responsible for independently dealing with action offices to explore the reasons for adverse decisions (action offices in this case are more numerous because of the wider variety of benefits/entitlements as compared to off-base housing entitlements/benefits).  In addition, the GS-8 contact representative must make decisions based on analogies to situations covered by precedents whereas the guidelines applied by the incumbent of this position must be analyzed and applied, but if the guideline is not understood the supervisor is available to help with the interpretation.  

Conclusion:  With both factors equating to the GS-7 level, the position is graded at that level.

Final Classification:  Housing Referral Assistant, GS-1101-07.

NOTE(S) TO USERS:  Minor changes, including skill code shreds, may be made to fit local requirements as long as the changes do not affect the classification or staffing patterns of the SCPD.

____________________________________________________________________________________________
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