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Job Description 
	Job Title
	Tenancy Relations Officer

	Grade
	Band H

	Reporting To
	
Housing Standards Project Officer

	JD Ref
	REG0091G


	 
Purpose
The Tenancy Relations Officer is responsible for acting as the first point of contact for residents, tenants, landlords and partner agencies in relation to a wide range of housing complaints and breaches of the Renters’ Rights Act and landlord and tenant legislation.
The postholder will receive, assess, advise and assist, monitor and track referrals relating to private rented sector issues, ensuring cases are correctly triaged and where they cannot be resolved, refer to the appropriate service area such as Healthy Homes, Housing Standards, Housing Options, Environmental Health or Trading Standards.
The role focuses on protecting renters’ rights, preventing unlawful practices, and ensuring timely, coordinated responses to issues including discrimination, unlawful eviction, harassment, poor property conditions and housing standards failures.
Main Duties And Responsibilities
Behavioural: 
· Enjoy, achieve, create impact, and thrive in the role and organisation.
· Live our values in the role and organisation.

Case Intake and Triage

· Act as the first point of contact for all tenancy relations and renters’ rights enquiries into the Council. Assess complaints in line with the Renters’ Rights Act and relevant housing legislation and determine the appropriate pathway to resolve the enquiry. Where enquiries cannot be resolved or a legislative breach is likely, refer cases to the relevant service area for enforcement action or specialist assistance.

· Where necessary conduct a home visit to more fully assess the enquiry, collect evidence and provide guidance and or mediation where there are disputes between landlords and tenants.

· Identify safeguarding, vulnerability or urgent risk issues and escalate appropriately.

Case Management and Monitoring

· Log, track and monitor complaints and maintain accurate case records, evidence, correspondence and decisions using the appropriate database and reporting tools to ensure timely action and outcomes, provide an audit trail and enable reporting on key information.
.
· Monitor progress across services and follow up to ensure actions are taken and provide feedback to clients and stakeholders on case status and next steps.

· Support performance reporting on complaints, trends and compliance activity.

Advice, Guidance and Support

· Provide clear advice to tenants and landlords on rights and responsibilities under the Renters’ Rights Act, Housing Acts, and Landlord & Tenant related legislation.
· Explain processes, enforcement options and service pathways in a customer-focused way.
· Signpost customers to appropriate support services, advocacy and legal advice where needed.
· Promote early intervention and resolution where appropriate.

Partnership and Multi-Agency Working

· Work closely with internal teams including Housing Options, Environmental Health, Trading Standards, Healthy Homes and Legal Services to promote positive outcomes for tenants and make recommendations to how pathways into services can be improved.
· Liaise with external partners such as advice agencies, charities, police and support organisations.
· Be solutions focused and negotiate with landlords on behalf of the tenant to advocate for their rights, and provide mediation where required. 
· Support coordinated responses to complex or high-risk tenancy cases.

Compliance, Standards and Professional Development

· Ensure all actions comply with council policies, statutory duties and data protection requirements.
· Contribute to service improvements by identifying trends, risks and learning from complaints.
· Support audits, performance monitoring and service development relating to renters’ rights.
· Undertake and maintain Housing Health and Safety Rating System (HHSRS) training, Decent Homes Standards, MEES, Awaabs Law, Illegal eviction and other training as new Renters Right Act legislation comes into force. Apply this knowledge when assessing housing condition issues through home visits and referring cases appropriately.
· Keep up to date with changes in housing legislation, guidance and best practice.


Communication, Engagement and Training: 
· Ability to engage with, Housing Ombudsmen, landlords, tenants and vulnerable clients with diverse needs.
· Ensure training is up to date and relevant. 

Compliance: 
· Ensure all data is collated in accordance with all relevant corporate policies and procedures including Health & Safety, General Data Protection Regulations (GDPR), Corporate Governance and Code of Conduct.
· Ensure the correct checking and updating of national PRS landlord database when this is implemented

[bookmark: _Hlk142571170]Other:
· Any other duties commensurate with the grade. 
[bookmark: _Hlk80364490]Role Specific Knowledge, Experience And Skills
Qualifications
· Educated to GCSE level or equivalent. 
· Willingness to undertake and successfully complete the HHSRS qualification as part of the role.
· Desirable - Housing, Building, Environmental Health or Regeneration degree or equivalent experience. 
· Desirable - HHSRS Qualification.

Knowledge & Skills
· Ability to assess and interpret a wide range of legal information, use judgement to make decisions and prioritise cases effectively.
· Strong communication skills, both written and verbal.
· Experience of working with vulnerable customers and sensitive issues.
· Ability to work across teams and manage multiple cases simultaneously.
· Excellent IT skills and experience using case management systems.
· Desirable - Organised and detail oriented.
· Desirable - Resilient and calm under pressure.
· Desirable - Professional, fair and consistent in applying legislation and policy.
· Desirable - Knowledge of Renters Rights Act and relevant Housing legislation. 
· Desirable - Knowledge of housing law, tenants’ rights or the private rented sector, including awareness of the Renters’ Rights Act.
Experience
· Experience in a local authority or regulatory service providing housing advice.
· Working as part of a team to achieve a positive outcome for those effected.
· Experience of handling complaints, casework or customer enquiries in a housing, regulatory or public service environment.
· Desirable - Experience of multi-agency working.
· Desirable - Understanding of equality, discrimination and safeguarding in housing contexts.
· Desirable - Experience in applying HHSRS or property condition assessments.
· Desirable - Knowledge of environmental health, housing enforcement, homelessness prevention or trading standards.

Additional Information 
Ability to travel across the Borough and work from various locations. 
Work hybrid, with a flexible working approach to accommodate service needs.
Expected to work from a fixed location (subject to change).
On occasion, able to work outside traditional hours, of a weekend and evening as required, adopting a flexible working approach in response to business requirements.
Health & Safety Considerations: 
· Work with VDUs (Video Display Unit) (>5hrs per week)
· Exposure to persons with challenging or aggressive behaviour
Approved By: Lisa Newman – AD Housing Services
Date Of Approval: April 2026
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