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ROLE PROFILE
	Job: Tenancy Onboarding Officer
	Reports to: Money Advice Team Leader
	Tier: 5R



	Job Purpose: 

To maximise the Groups income and minimise risk to the business by assisting new customers in their first weeks as a YHG tenant, mitigating immediate and long term rent arrears.

To conduct interviews with prospective and new tenants via telephone or home visit by exception to provide on-boarding support to new customers such as benefit checks & vulnerability assessments.
To identify cases where intervention for debt advice is required and refer to the Money Advice Officers to provide in-depth debt advice.

Provide direct support to individual tenants for a minimum of 6 weeks via a caseload making interventions where appropriate.
	Key Competencies:

· Flexibility & Resilience

· Meeting Customer Needs

· Interpersonal Understanding

· Personal Learning & Growth
· Commercial Focus
· Results Focus 

· Building Relationships
· Problem Solving & Decision Making


	Key Responsibilities:
1. To sustain new tenancies by identifying potential high risk tenants who may need additional support in order to maintain their new tenancy.  

2. To carry out benefit checks with new customers and identify customers struggling with budgeting.

3. Provide direct support to individual tenants via a caseload and where necessary provide support through specific interventions such as budgeting advice, assisting with benefit claims, seeking our grant opportunities & furnishing provision where necessary.
4. Conduct an initial assessment of new tenants which will determine both the level and timescale of any intervention required.

5. Work closely with partner organisations & local services to provide advice for a broad range of financial and benefit issues facing new tenants.

6. Identify cases where intervention for debt advice is required and refer to the Money Advice Officers to provide in-depth debt advice.

7. To actively market the role and develop its profile in order to ensure direct engagement with tenants and other members of staff.

8. Deliver a high standard of service to new tenants and internal staff.




	
	Essential
	Desirable

	Knowledge skills & experience


	· Knowledge of the welfare benefits system at adviser level

· Well-developed questioning, listening, influencing & negotiating skills. 
· Experience in dealing with difficult customers, some of whom may be demanding/vulnerable.
· Focussed/target driven and thrive in a highly performance driven environment.
· Demonstrate passion around customer service in order to provide the highest possible service.
· Able to exceed targets and deadlines whilst working under daily pressure.
· Be a strong communicator with a high level of attention to detail and enjoy working as part of a fast paced income collection team.
· Ability to build and maintain relationships with internal & external partners/customers.
· Good administrative, organisational and planning skills with an ability to acquire knowledge and grasp new concepts quickly.
	· Working knowledge of the arrears recovery process from beginning to end across a range of tenures, with experience of working in a demanding customer service environment.
· Understand how to achieve value for money outcomes. 

· Have a positive, flexible and can-do attitude in a challenging income collection environment.


	Specific Role Accountabilities for People, Finance and Policy (i.e. accountability for managing a team/ budgets etc.)
	
	

	Key Relationships (internal/external)

	Will be a key operational contact for Your Housing Group working with tenants in regard to their rent and service charge accounts, liaising with housing management & Your Response teams, Housing Benefit, DWP and other third party agencies.
Will develop close relationships with other departments within Your Response such as ICT, Finance and Business Intelligence, Housing Management teams and Money Advice as well external agencies such as DWP, Housing Benefit and debt advice agencies. 
	

	Qualifications

	GCSE or equivalent in English and Maths
	

	Safeguarding of Children Young people and Vulnerable Adults 

Your Housing Group is committed to safeguarding and promoting the welfare of children, young people and vulnerable adults and expects all staff to share this commitment. 

As a Your Housing Group employee, it is your responsibility to attend safeguarding training in accordance with YHG safeguarding training strategy and to be aware of and work in accordance with the YHG safeguarding policies and procedures and to raise any concerns relating to such procedures which may be noted during the course of duty.
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