WOKING BOROUGH COUNCIL

JOB PROFILE

JOB DESCRIPTION


Job Title:		Tenancy Sustainment Officer				
Pay Grade:		W3	
Team:			Housing Options
Function:		Housing Options
Responsible to:	Housing Solutions Manager 

PLEASE NOTE THIS IS A FIXED TERM CONTRACT WHICH ENDS 31/03/25

The aim of the role is to provide intensive housing related support to Rough Sleepers or those clients at risk of rough sleeping who it is considered require such support to settle into a new tenancy, sustain a tenancy and maintain their ability to live independently in the community.

The Tenancy Sustainment Officer will deliver floating support services to clients who are now, after a period of rough sleeping, living in accommodation in the community. Also to clients who may be at risk of rough sleeping who have been offered accommodation and need help with resettlement and linking to appropriate services e.g. mental health, substance misuse services.
 
The role will help rough sleepers and those at risk of rough sleeping with support needs to improve their quality of life and their ability to successfully sustain their tenancies or move into suitable accommodation. The majority of clients will be single people and they may be addressing a range of potential issues e.g. mental health and/or substance misuse problems, learning disabilities, inexperience of independent living as they may not have held a tenancy before. The clients may also have an offending history or have poor home or financial management skills.

The welfare of service users is paramount and very close liaison must be maintained with Community Health Services, Social Services, key stakeholders such as our rough sleepers’ service, York Road Project and other relevant agencies.

Key Area:

PEOPLE – A Healthy, Inclusive and Engaged Community

We will improve the health and wellbeing of our community by:

· Working with partners to raise personal health standards with particular focus on housing, mental health, alcohol, obesity and smoking;
· Encouraging through a clear dialogue with those who are able, to take responsibility and self-serve, whilst helping, with partner organisations (including the Voluntary, Community and Faith Sector), those less able: 
· Promoting recreational opportunities for all sections of the community
· Providing, in collaboration with partners, the physical and electronic infrastructure to enable efficient and integrated travel and to support high quality electronic services


Main Tasks:

Key Objectives:

1. To enable service users to develop skills to sustain and manage their tenancy/home and to live in the community to the extent that the support, wherever possible, can be eventually withdrawn. 

2. To help former rough sleepers in their homes, and those at risk of rough sleeping to resettle into a new home; to meet with them for regular support planning and review sessions and to help them address the issues identified at those meetings with the goal of promoting greater independence.

3. To continuously review and develop team and personal working practices to ensure that the best possible service is provided to clients of the Tenancy Sustainment service.



Key Responsibilities:

(A) Referral and Assessment

(a) To arrange and carry out interviews with service users and other relevant parties.
(b) To assess support needs; draw up, implement, monitor and review support plans to meet the individual needs of a diverse group of service users.

(c) To carry out initial risk assessment in relation to all service users interviewed and to carry out regular reviews in line with departmental policy.

(d) To research and collate additional sources of information to enable appropriate assessment decisions to be made.

(e) To communicate decisions to service users and other parties involved.


(B) Tenancy and housing related support

To develop, co-ordinate and maintain the package of support to service users by:

(a) Negotiating support plans with each service user.  Motivating them to identify and work towards individual goals consistent with sustaining their tenancy/home.  Working towards independence and the planned, agreed withdrawal of support.

(b) Holding regular meetings with clients, primarily in their homes, but also at the office or other relevant location, access to health services; discussing their needs and working with them to identify options.

(c) Dealing with any housing management issues that may need addressing e.g. rents, neighbour issues, reporting repairs, enforcing tenancy conditions etc.

(d) Offering practical support to make their homes habitable e.g. accessing furniture projects, setting up utilities etc.

(e) Monitoring clients’ physical/mental health and liaising with specialist services as appropriate.

(f) Addressing issues of social isolation and exclusion; facilitating tenant involvement in the community and promoting independence.

(g) Advising and enabling clients to maximise their income from benefit entitlement.

(h) Assisting clients in developing budgeting and social skills necessary to maintain a tenancy effectively.  Providing advice on training, access to health services, employment and related issues.

(i) Assisting clients in accessing specialist help and co-ordinating the involvement of external support agencies, as appropriate.

(j) Accompanying clients to interviews and appointments with other service providers where necessary.

(k) Negotiating and advocating on behalf of service users to obtain services, funds and resources.

(l) Participating in as appropriate, service marketing.  Promoting and representing the Council at relevant forums and meetings.

(m) Attending case conferences and care planning assessments to facilitate effective multi-agency working on behalf of the service user.  Developing and maintaining effective working relationships with external agencies and partners.

(n) Offering support and advice to Housing Management staff regarding former rough sleepers/vulnerable tenants, on occasion providing direct support/resettlement intervention services to such tenants.


(C) Information Management

To produce and maintain accurate and useful information in a range of formats to promote effective service delivery and evaluation.  This will include:

(a) Being self-servicing in the day-to-day administration and by following the team and the Council’s administrative procedures.

(b) Using word processing software for producing correspondence and reports.

(c) Producing written reports and some statistical data in a variety of formats.

(d) Recording all contacts with clients appropriately and maintaining all relevant files and recording systems up to date.

(f) Maintaining and collating a range of accurate monitoring information in relation to tenant work and other activities.


Other duties

1. To contribute positively and constructively to the development of the team, the service and the Council.

2. To participate actively, constructively, flexibly and reliably in:

(a) Planned or emergency cover of colleagues’ work or team duties.

(b) Meetings, working groups and other forums at team, division and organisational levels.

(c) Team work.

(d) Continuous improvement initiatives.


3. To undertake development and new training opportunities and to be responsible for obtaining maximum benefit through review, reflection and practice.

4. To work to agreed codes of conduct and confidentiality at all times.  Ensure individual rights to privacy and confidentiality are safeguarded and that personal information about individual information are handled sensitively whilst balancing the need to protect the interests of the wider community- ensure for example information is shared with agencies in accordance with the agreed protocols and the Data Protection Act 1998.

5. To comply with the Council’s statutory duty to safeguard and promote the welfare of children and young people and vulnerable adults.

6. Any other duties as may be reasonably required by management.

7. Officers may in future need to be involved in wider enabling and support for vulnerable persons in the Borough. 
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PERSON SPECIFICATION

Job Title: Tenancy Sustainment Officer
	
	Criteria
	Standard
	E/D
	Measure

		Education & 	training
	· Maths and English qualification at GCSE grade C or equivalent and 2 “A” levels or equivalent.
· Membership of the CIH (Chartered Institute of Housing)
	E


D
	App


App

		Knowledge and Experience
	· Previous experience in a housing, social work or community care in statutory/voluntary or private sector.
· Understanding of the needs of clients who have a history of rough sleeping or those that may be at risk of rough sleeping with mental health problems, learning disabilities, substance misuse, and/or other vulnerable people
· Experience of risk assessment and the management of vulnerable people including care and support planning
· Knowledge of welfare benefits including Universal Credit and Housing Benefit
· Previous experience in providing housing related support
· Knowledge of sources of grants, support and practical help available to vulnerable people
· Understanding of child protection and safeguarding children and young people
· Knowledge of sources of grants, support and practical help available to vulnerable people, including rough sleepers
	E


E



E



E


D

D


D


D
	App/Int


App/Int



App/Int



App/Int


App/Int

App/Int

App/Int


App/Int


		 Skills
	· Excellent communication skills
· Numerate
· Ability to demonstrate sound judgement in a wide range of situations
· Ability to manage complex and difficult situations in relation to vulnerable client groups, including rough sleepers
· Good level of ICT skills with the ability to use Microsoft products e.g. Outlook, Word, Excel
· Ability to work effectively as part of a team and with others.
· Ability to work effectively without day to day supervision
· Ability to work on a multi-agency basis
	E
E
E


E



E


E

E

D
	App/Int
App/Int
App/Int


App/Int



App/Int


App/Int

App/Int

App/Int

		Personal Qualities
	· Self motivated and enthusiastic.
· Confident about lone working with minimal office based time
· Ability to deal with vulnerable people in a non-judgmental manner.
· Calm when under pressure
· Supportive to colleagues
· Adaptable 
· Willingness to embrace change.
· Polite and courteous manner.
· Ability to demonstrate a flexible approach to work.
· Genuine interest in Housing
· Commitment to Equal Opportunities and Customer Service
· Commitment to preventing homelessness
	E
E

E



E
E
E
E
E
	Int
Int

Int



Int
Int
Int
Int
Int

		Special 	Requirements
	· Clean, Full Driving Licence 
· /ability to travel in/out of the Borough of Woking Borough Council
· Enhanced DBS
	E
	App


Key

E = Essential
D =  Desirable
App = Application Form
Int = Interview
Candidate Screening:

Rehabilitation of Offenders Act 1974 

Disclosure and Barring Service check: Enhanced
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Woking Borough Council Role Map

Job Title: Tenancy Sustainment Officer

Team: Housing Options 
 
Function: Housing Options


	Behaviours
	Level required

	Shaping our Future
	2

	Leading our People
	1

	Delivering for our Customers
	3

	Making Change Happen
	2

	Team and Partnership Working
	1

	Communicating Openly
	2

	Performance Management
	1





Please refer to the Council’s Behavioral Framework for examples and indicators of the expected behavior required at each level.
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