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Accountability Profile:

	
Job title:

	
Tenancy Sustainment Officer 

	
Employer:

	
Weaver Vale Housing Trust

	
Location:

	
Gadbrook Point, Rudheath Way, Northwich, Cheshire

	
Contract:

	
Permanent

	
Annual Salary:

	
£33,818.10

	
Hours of work per week:

	
37 (full time)

	
Department/Team:

	
Tenancy Sustainment Team  

	
Reporting to:

	
Tenancy Sustainment Team Leader

	
DBS Requirement for the role:

	

Enhanced 



NB. The information outlined below is the purpose of the post, i.e., why it exists, and the key accountabilities of the post holder and the outcomes required of the post. This is not a list of tasks or duties, as post holders are required to perform any reasonable task within their competence to deliver the stated outcomes
	
Job purpose

	· Provide outcome focussed support to promote successful Tenancy sustainment.

· Provide support and advice to customers who are struggling to sustain their Tenancy to reduce the risk of more formal action being necessary and ensure tenancy sustainment.

· To assess individual customer needs and develop realistic and achievable actions plans in collaboration with customers, enabling them to address issues they may face, this includes but is not limited to poor mental or physical health, addiction, social isolation, unacceptable property or garden condition.

· Using a range of communication methods, develop and maintain personal contact with customers to maximise engagement, to prevent further breaches of Tenancy in the future

· Using a person-centred approach, adapt your response to both Neighbourhood and Customer need, to support wellness, thriving tenancies and communities and increase customer satisfaction.





	Key Accountabilities

	List key tasks for which the job holder is accountable to deliver on. Bullet points required. 

· Complete person-centred assessments, identifying risks and strengths to develop action plans in partnership with the customer and their household, which focuses on achieving agreed outcomes to support Tenancy sustainment.

· With meticulous attention to detail, record action taken, recommendations and outcomes achieved and where the customer has not engaged with support and the Tenancy breach remains, produce a written case summary for more formal action to take place.

· Work in collaboration with teams across the Trust and external stakeholders to identify and deliver outcomes and solutions with customers.

· Work closely with other teams across the Trust e.g., Neighbourhood Team, Rent Support Team and Property Service Teams to assess and accept referrals where the Customer is struggling to maintain their Tenancy in line with the agreed referral framework.

· Liaise with the Neighbourhood Team (when required) in the management of Tenancy breaches or management of anti-social behaviour/complaints to assist in the satisfactory resolution of these and develop pathways to prevent further instances or issues in the future.

· Develop opportunities for partnership working and help to develop referral pathways for the benefit of Trust Customers and the wider community.

· Document all contact, assessment and assistance provided to customers, in our chosen case management system, this includes sharing agreed action plans with achievable milestones with the customer to complete and contribute to case management meetings as and when required. 

· Negotiate and support access for individuals to community-based services and activities that will support them to live well. At times, it may be necessary to sensitively challenge service providers for the benefit of the service user.

· Assist customers to better self-manage issues in the future, improving confidence to deal with matters by themselves reducing dependency.

· Respond positively and within agreed timescales to workflows, emails and any feedback given as a result of case management meetings with the Tenancy Sustainment Team Leader.

· Achieve individual and team performance standards and targets, this performance will contribute towards the overall achievement of SAM’s including customer retention.

· Undertake appropriate training and participate in the implementation of trauma-informed approaches to support customers.

· As and when required, prepare in advance detailed case paperwork and represent the Trust at confidential meetings with our Partners (e.g., Child Conferences, Adult Social Care Reviews etc) to work together constructively to move individual cases forward.

· To support the Trust to deliver its responsibilities in relation to Safeguarding, ensuring internal IT systems are updated, liaising with internal/external partners where necessary. 

· To deliver all work in line with the Trusts GDPR, H&S, Financial and People policies and procedures.

· Actively support the achievement of corporate Key Performance Indicators (KPIs) and Strategic Achievement Measures (SAM’s)

· Undertake any other activity as deemed commensurate to the post by the Tenancy Sustainment Team Leader.





Person Specification

	
	Essential
	Desirable

	



Qualifications


	· 3 GCSE’s Grade C or above (Including English) or equivalent level of qualification or experience.

· Full UK driving licence

	


	



Skills
	· Effective communicator, with a wide range of individuals, who may have diverse communication needs.

· Ability to work both independently and as a flexible team member.

· Ability to organise and adapt to varying workloads and balance competing priorities.

· Ability to manage confidential material and issues.

	

	
Experience




	· Experience of working in a customer focused environment with a wide range of customers.

· Experience of managing challenging situations, demonstrating empathy, sensitivity and diplomacy.

· Experience of using professional curiosity to understand a customer’s needs.

· Experience of using a case management system.

· Experience of managing customer expectations.

· Experience of working in a Safeguarding environment.

· Experience of working as part of a multi-agency team.

· Ability to sensitively challenge concerning/risky behaviours which may put the customer or the Tenancy at risk.

 
	Experience of using Housing Management Systems. 





	
Knowledge



	· Demonstrate proficient use of Microsoft Office packages (Word, Excel, and Teams)

· Awareness of support systems available for individuals with mental health issues.  

· Awareness of self and unconscious biases


	· Basic knowledge of Equality and Diversity, GDPR and Safeguarding legislation.

· Basic knowledge of Health and Safety legalisation.


	Attitude 
	· Demonstrates self- motivation, drive, and resilience.

· Committed to working flexibly to meet the requirements of the role. 

· Committed to customer service excellence. 

· Eager to develop own skills and improve learning and development

· Commitment to the Vision and Values of the Trust.

	




This post is subject to an Enhanced Disclosure and Baring Services check.

I confirm this is the correct accountability profile for my Tenancy Sustainment Officer role.
 
Employee Name:

Signature:

Date:
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