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Job Description
	For HRU use only
	Ref: DBS4104


	Directorate
	Housing, Environment and Leisure

	Section/Location
	Quadrant

	Post Title
	Tenancy Sustainment Officer

	Permanent/Temp
	Permanent 

	Grade
	Grade 6

	Responsible to
	Team Leader Empty Homes

	Responsible for
	


	Job Purpose

	You will be required to provide a comprehensive supported housing service to housing applicants who would otherwise be at risk of failing in their tenancies. You will support people to sustain a tenancy and encourage and facilitate their independence, quality of life, health and well-being. Your main duties will include providing practical advice, information and support on a wide range of issues including housing, welfare rights, personal finance, life skills and the promotion of personal independence.


	Job Content


	1. f  existing tenants who are referred to the team budgets related to events and petty cash and willeliver effective su









 To keep case records ensuring these are kept safe and confidential up to date and in accordance with the Data Protection Legislation.

2. To take responsibility for arranging case conferences as required and to ensure partner agencies are adequately represented. Advocating upon behalf of individuals with other agencies.

3. To complete accompanied viewings and provide a range of information applicable to acceptance of their new tenancy.

4. To work with Kier North Tyneside to ensure agreed targets are met.

5. To arrange furniture packs for those new tenants who require them.

6. To arrange furniture pack removals for those tenants who no longer require them.

7. Assessing housing requirements for those families affected by regeneration initiatives offering housing where appropriate, processing home-loss and disturbance payments and supporting the moving process including arranging removals and furniture storage.

8. To work to identified service standards and performance measures and to provide regular reports to the manager on actual performance/outcomes against such measures.

9. Preparing written assessments of welfare benefit needs in conjunction with the client group, colleagues and other relevant parties. 

10. To promote welfare benefit take up and welfare benefit maximisation.

a. Providing support and advice to service users and internal partners on a range of welfare benefit issues, including assisting with training.

b. To work in conjunction with teams within the housing operations function with regard to tenancy issues, including rent, rent collection and benefit issues.

c. Develop community support networks and link in customers as appropriate.

d. To undertake appeals and tribunals on behalf of service users in respect of welfare benefits.

e. To assist with the promotion of welfare benefit ‘take-up’ campaigns.

11. To help and support tenants to prepare and submit grant applications for the provision of white goods, floor coverings or other essential items that will help to sustain a tenancy.  To liaise with the charities to ensure that any cheques or monetary support provided are delivered to the intended recipient and ensuring they are used for the intended purpose.

12. To provide information to, and consult, with customers about services provided and to actively encourage user participation.

13. To develop and maintain an up to date area of knowledge as required by the needs of Welfare Benefit Reform.

14. To work closely with the North Tyneside Homefinder Team, Neighbourhood Housing Team and Housing Advice Team in order to ensure that the support needs and welfare benefit needs of customers are met.

15. Ensure compliance with the wider Safeguarding agenda. 
16. To represent the Tenancy Sustainment Team at internal and external meetings and groups as required. 

17. To positively promote and publicise Tenancy Sustainment.

18. Be competent in the daily use of IT.

19. Be fully aware of health and safety requirements in relation to any work undertaken and those safe working practices are adopted at all times.

20. Ensure the service delivers value for money. 

21. Carry out any other duties that may be required commensurate with the general level of responsibility for the post.

	Performance standards

	· The need to adhere to adhere to Council’s Policies and specifically the Equal Opportunities Policy, Health & Safety Policy and the Code of Conduct

· The need to comply with the Freedom of Information Act 2000 in relation to the management of Council records and information

· The need to comply with the Data Protection 1998 and the principles enshrined within it in respect of personal information held by the Council



	Working conditions

	· Be fully aware of health and safety requirements in relation to any work undertaken and that safe working practice are adopted at all times.
· Whilst undertaking home visits the Tenancy Sustainment Officer has a responsibility to report any tenancy or estate management issues, which may require tenancy enforcement action. 
· Identify support needs and safeguarding issues to make relevant referrals when necessary.




	Factor
	Essential
	Desirable
	Assessment means

	Skills and Knowledge
	Ability to identify a customer’s needs and requirements to maximise welfare benefits and income and ensure they are able to sustain a tenancy.

Ability to work under pressure, managing a large number of cases.

Working knowledge of Welfare Benefits and Welfare Benefit Reform.

Knowledge of relevant legislation and the Authorities’ policies and procedures regarding tenancy management, and Income management.

Knowledge and ability to use IT systems such as Office 2007and other in-house applications.

Have a sound knowledge of the legal rights and obligations of secure and introductory tenancies and be able to explain them clearly to customers as and when required.

Ability to complete a range of both housing and non housing forms.

Demonstrate sound decision-making skills.

Good communication and presentation skills and be able to establish and maintain effective contact with customers, colleagues and key partners and stakeholders.

An in-depth knowledge of key partner agencies, who have clear links to tenancy sustainment issues.

Excellent negotiation skills to achieve service objectives.

Systematic approach to problem solving, including the recording of customer information. 

Clear understanding of the needs of customers and links to welfare benefit reform.

Knowledge of the Safeguarding agenda.

Effective time management skills and ability to manage own appointments diary to ensure that outcomes are delivered within KPI timescales.


	Understanding of wider housing and social policies and legislation.

Ability to understand, interpret and present complex information.

Ability to deal with customers by daily direct contact by face to face / home visits /office / telephone / electronic and written communication regarding their tenancy requirements, outstanding debt, housing benefit entitlement and repair requests.
	Interview

Application Form 

Interview test(s)

	Qualifications and Training
	Minimum of 5 GCSE’s (Grade C or above) or equivalent, including English and Maths.


	Relevant Housing or business management, degree or relevant equivalent.
	Application Form 



	Experience
	Experience of providing support and advice to customers who have support needs.

Experience of adhering to systems, procedures and practices to ensure effective and consistent delivery of service. 

Understand needs of vulnerable, under-represented and hard to reach groups and ensure equality of access to services.

Experience of delivering a high quality customer service.


	Experience of developing and managing effective working arrangements with a variety partners to deliver service outcomes.

Experience of delivering services to social housing customers.


	Interview

Application Form 

Interview test(s)

	Special Requirements
	Understand the need for confidentiality and the importance of control of sensitive information. 

Flexible and self-motivated.

Commitment to equality and diversity policies.

Commitment to involving customers in service design and delivery.

Ability to use IT equipment and IT systems.

Will be required to sit and pass CSCS Health and Safety test.

Duties may be carried out within our empty homes throughout the borough.

Current driving licence or means of mobility support.

There will be a requirement to deliver a service that to meet the needs of the customers. 

There may be an occasional requirement to attend evening meetings or events outside of normal office hours.

Casual car user allowance is available.


	
	Interview

Application Form 

Interview test(s)
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