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	Job Description TENANCY SUSTAINMENT ADVISOR 

	Directorate
	Neighbourhoods 
	Post Number
	

	Team
	Neighbourhoods 
	Grade
	

	Job Purpose
	To work collaboratively with locality teams and partners to provide a high quality intensive tenancy sustainment service to support tenants and residents with complex needs; ensuring strong relationships are developed with customers and robust enforcement action is taken when needed. 



	Special Requirements
	Attendance at evening meetings if required

	Responsible to
	Tenancy Sustainment Co-ordinator

	Responsible for
	


	Main duties and responsibilities  



	1. Provide a comprehensive, high quality intensive tenancy sustainment  service to tenants and residents with complex needs providing advice and taking responsibility for dealing with any enquiries, complaints, disputes and remedial action required in relation to tenancy breaches, rent collection and arrears recovery, lettings, tenancy management and any other neighbourhood matters.

2. Maintain a high community profile, acting as a key point of contact for tenants, residents, Councillors, contractors and partner agencies. Promote the activities of the company and ensure inclusive communication mechanisms are in place. Build effective relationships and networks with partner agencies and communities; working collaboratively to ensure resources are maximised, services are seamless and tenants receive an excellent service.  

3. Build strong and effective relationships with tenants and residents. Support them to build resilience and stability; ensuring their needs and aspirations are fully understood, behavioural issues affecting tenancies are tackled and opportunities are provided to help unlock people’s potential, within the scope of the role.  

4. Undertake comprehensive risk assessments and identify, support and make appropriate referrals to enable tenants to sustain their tenancies and improve their life chances. Provide welfare and debt advice, undertake trial benefit assessments and help customers maximise their income and opportunities by encouraging them to take part in capacity building, training, work and other programmes.

5. Case manage and ensure tenants with complex needs understand and adhere to the terms of the tenancy agreement by promoting a positive payment and behaviour culture. Investigate tenancy breaches, challenge unacceptable behaviour, agree remedial action, monitor compliance and take legal action, as required and in accordance with the relevant tenancy agreement, company procedures, statutory requirements and regulatory guidance.
6. Prepare and submit all necessary legal paperwork in accordance with relevant protocols and legislation. Liaise with legal representatives, agree approach and take action, as appropriate. Provide evidence at Court and to Panel Hearings, including representing the company at Court suspension hearings as required. Manage Court Orders to ensure compliance, oversee evictions and assist the Court Bailiff to ensure vacant possession of properties, as appropriate.

7. Identify, refer and work in partnership with other agencies to safeguard vulnerable adults, children, victims of crime and domestic abuse. Provide advice and training to colleagues on safeguarding processes and responsibilities. Lead and attend multi-agency panel meetings and take responsibility for delegated actions, as appropriate. 

8. To investigate incidents of domestic abuse reported to Six Town Housing, carry out housing needs assessments and implement the Sanctuary Scheme, including determining the level of security required. To monitor the Sanctuary Scheme and ensure appropriate information is shared with relevant teams and organisations

9. Contribute to the development and delivery of team plans, policies and procedures. Ensure performance targets and high standards of service are met at all times. 

10. Assist with the training of colleagues and share knowledge, experience and best practice to ensure efficient and effective service delivery.

11.  Act in the best interest of the company at all times.

The post holder will be required to carry out any other duties commensurate with the role. 


	Date Created/Amended
	

	Post holder
	Signed:
	Dated:

	Manager
	Signed:
	Dated:


	Company Values

	All employees of Six Town Housing are required to adhere to and actively promote our company values in the way in which we work with each other, our customers and partners

	In it together


	· together in partnerships

· working together to make a difference

	New ways
	· of thinking

· of working

	Self aware
	· and improving

· taking responsibility

	Proud
	· to work for Six Town Housing

· of what I do



	I can
	· do better than I ever imagined

· make things happen

	Respect
	· each other

· differences

	Excellence
	· in everything


	person specification Tenancy sustainment advisor


	Directorate
	Neighbourhoods 
	Post Number
	

	Team
	Tenancy Sustainment Team
	Grade
	


	Criteria 
	Essential / 

Desirable 
	Method of assessment 

	Qualifications 
	
	

	Appropriate housing qualification 
Good level of numeracy and literacy equivalent to GCSE at level C.


	D
E
	Production of certificate
Production of certificate 

	Knowledge and experience 
	
	

	1. Experience of working in a social housing or customer services environment, with a proven track record of delivering excellent customer services. 

2. Experience of dealing with tenancy matters, lettings, neighbourhood issues and taking enforcement action. 
3. A working knowledge of housing and welfare benefits, including providing advice and assistance to customers and liaising with partner agencies. 

4. A working knowledge of Tenancy Support options and experience of implementing them.

5. A working knowledge and application of relevant legislation relating to housing and tenancy enforcement.
6. Experience of networking, motivating and empowering others to get desired outcomes. 

7. Ability to work alone, with experience of making informed decisions, without reference to others. 

8. Ability to prioritise and focus on what’s important, assessing what is needed to achieve goals and resolve competing priorities, in a timely manner.  

9. Ability to identify and manage potential risks, when working alone. 


	E
D

D

D

E

E

E

E

E
	Application form / interview / Assessment 
Application form / interview / Assessment

Application form / interview / Assessment

Application form / interview / Assessment

Application form / interview / Assessment

Application form / interview / Assessment

Application form / interview / Assessment

Interview / Assessment

Interview / Assessment

	Skills and abilities 
	
	

	1. Always acts with the customer in mind to seek appropriate outcomes. 
2. Good influencing and relationship building skills, with the ability to listen, deal with issues sensitivity and can have honest and sometimes difficult conversations to achieve desired outcomes. 
3. Ability to deal with customers effectively efficiently and sensitively in sometimes challenging situations and the ability to conduct potentially sensitive or difficult interviews with tenants.

4. Able to communicate effectively in writing and verbally, with the ability to explain information and present facts clearly to various audiences.

5. Independent and self motivated, with the ability to manage own workload, while working collaboratively with colleagues.
6. Ability to cope with uncertainty and change, adapt to fluctuating workloads, situations and conflicting demands.
7. Self aware, seeks feedback, learns from experiences and is receptive to others’ opinions.

8. Resilient with proven experience of prioritising a busy and varied workload to deadlines.

9. Ability to analyse information and draw sound conclusions to complex problems based on a mixture of logic, knowledge, experience and judgement.

	E

E

E

E

E

E

E

E

E
	Interview / assessment 

Interview / assessment 

Application form / interview / Assessment 

Interview / assessment 

Application form / interview / Assessment 

Application form / interview / Assessment 

Interview / assessment 

Application form / interview / Assessment 

Application form / interview / Assessment 



	Other 
	
	

	Willing to work flexibly and adapt to different ways of working to reflect local and regional changes. 

	E
	Interview / references.
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