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Job Description
Tenancy Support Officer
Level: Level 7
	Responsible To:   
	Responsible For:

	Partnerships Team Leader
	  N/A



About the job: 

This role directly supports the delivery of Chorley Council’s homelessness prevention strategy and Crisis Resilience Funding aims by embedding early intervention, tenancy sustainment and resilience building into frontline practice.

The post holder will focus on preventing crisis and repeat homelessness by supporting individuals and families to successfully settle into accommodation and maintain their tenancy. This will be achieved through early identification of risk, practical intervention and coordinated support that promotes longer term housing stability.

The role contributes to building individual resilience by supporting customers to develop the skills, confidence and knowledge needed to manage their tenancy independently and reduce reliance on emergency or crisis services.

Partnership working is central to the role. The post holder will work collaboratively with colleagues across the Housing Options Team, the wider Communities and Housing Service, landlords and partner agencies to deliver effective preventative support aligned with local priorities.

The role also supports the effective use of Crisis Resilience Funding through accurate recording of activity and outcomes, evidencing prevention impact, identifying gaps in provision and contributing to value for money by reducing tenancy failure and repeat presentations to homelessness services.

Role

The role is primarily focused on assisting customers who need additional support to settle into new accommodation and maximise their chances of sustaining their tenancy.

Support will be delivered flexibly and in response to individual needs and challenges. This will include face to face support in the community, at Council buildings and in the customer’s home during the early stages of a new tenancy, alongside telephone support where appropriate.

Support will be agreed through a person-centred support plan that assesses needs, risks and barriers to tenancy sustainment, while also recognising strengths, assets and opportunities, including support available through family, social and community networks.

The post holder will support customers to access a wide range of housing related and preventative support services. This may include tenancy skills, budgeting and financial management, advice on managing rent and household bills, keeping energy costs low, and access to health and wellbeing support. The role will help customers navigate services and overcome barriers to engagement.

In addition to supporting customers with active tenancy sustainment needs, the post holder will assist with providing advice, support and signposting to other individuals and families who contact the Housing and Communities Service. This will include offering initial guidance, identifying appropriate services and making referrals to ensure customers are supported promptly and appropriately.

The post holder will attend and contribute to drop-in services as required, delivering advice and support either independently or alongside colleagues and partner agencies. These sessions will support early intervention, improve access to services and help prevent housing issues from escalating into crisis.

Administrative responsibilities form part of the role, including making timely referrals, coordinating support with partner agencies and accurately recording activity and outcomes to demonstrate impact and inform service improvement.

The post holder will build and maintain positive working relationships with private landlords, letting agents and housing providers, working with landlords and customers to resolve issues early and reduce the risk of tenancy failure.

The role will work closely with colleagues across the Housing Options Team and the wider Communities and Housing Service to understand available support, ensure effective and supportive referrals are made, and actively support customers to access the services they need.

Responsibilities:
Team:
· You will work with your colleagues to prioritise team objectives over individual objectives.
· You will support and respect your colleagues at all times.
· You will work together to share knowledge and experiences to improve your service.
· You will participate in development activities as required.


Corporate:
· You will carry out your duties and responsibilities in line with the Health & Safety Policy and associated legislation.
· You will actively engage with customer care, value for money and performance management.
· Your duties will be carried out in line with our equality scheme.
· You will be compliant at all times with GDPR and data protection legislation.
· You will constructively participate in communication and promotional activities.

Organisational:
· You will be prepared to take on responsibilities and projects that may be outside of your normal work area but are relevant to your role.
· [bookmark: _Hlk1381256]You will support an inclusive culture which provides opportunities for everyone to participate and progress.
· You will support effective relationships across all Directorates, with stakeholders and external partners to ensure the Council’s priorities and objectives are met.
· You will positively promote and represent the Council at all times.

What the successful candidate will have:

Qualifications

· Customer Service or Housing Qualification (desirable) or relevant experience of dealing with customers. 

Experience

· Experience of working with individuals or families who require support to maintain housing, manage vulnerabilities or address social or financial challenges.
· Experience of delivering person centred support, advice or casework, particularly within housing, homelessness, community services or related fields.
· Experience of working in partnership with internal services and external agencies, including landlords, advice providers and voluntary sector organisations.
· Experience of managing a varied workload or caseload, prioritising tasks and meeting deadlines.
· Experience of working safely in a lone working environment.
Knowledge 

· An understanding of housing options, tenancy types and the factors that can place a tenancy at risk, particularly within the social and private rented sectors.
· Knowledge of homelessness prevention principles and the importance of early intervention and tenancy sustainment.
· Awareness of welfare benefits, household budgeting and the impact of debt, rent arrears and utility costs on tenancy stability.
· An understanding of local support services and the role of partner agencies in supporting customers with housing related needs.
· Knowledge of safeguarding principles and professional boundaries when working with vulnerable adults and families.
Skills & Abilities

· Ability to communicate clearly and effectively with customers, landlords and partner agencies, both verbally and in writing.
· Strong interpersonal skills, with the ability to build trust, engage customers positively and manage challenging conversations.
· Ability to assess needs, identify risks and strengths, and develop practical support plans in collaboration with customers.
· Good organisational and administrative skills, including maintaining accurate records, making timely referrals and monitoring outcomes.
· Ability to work collaboratively as part of a team while also working independently and using initiative.

Our Values & Behaviours

Customer Focused - We listen to our communities, keeping them informed about the things that matter most to them and providing a professional and responsive service.

Forward Thinking - We solve difficult problems by being adaptable, resilient, and innovative.

Working Together - We are focused on achieving our collective goals as an organisation and we support our colleagues to deliver excellent services.

Making a Difference - We make a positive difference for our communities by being helpful and going the extra mile.

Delivering Quality Services - We strive for quality in everything we do, making sure the people of Chorley and South Ribble get the best outcome.
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