
 

 

ROLE PROFILE 

 

ROLE TITLE Tenancy Coach 

DEPARTMENT Tenancy Sustainment 

OPERATING ASSOCIATION/ 

DIRECTORATE 
Customer Services 

RESPONSIBLE TO Senior Tenancy Coach 

RESPONSIBLE FOR N/A 

 

 

ROLE 
PURPOSE 

One or two sentences giving a simple statement of why 
the role exists 

To support the creation of successful sustainable tenancies; encouraging 
independence and helping our customers manage their home, money and 

rent payments using a coaching approach. 

 

 

ACCOUNTABILITIES 
/ RESPONSBILITIES 

Statement of the main areas of accountability 
and  responsibility 

 Work with customers prior to signing their tenancy agreement to 
identify customer needs and develop a success plan for sustaining their 

tenancy. 
 Support excellent business performance figures for customer outcomes 

customer satisfaction, rent collection and tenancy sustainment 

 Maximising referrals and the take up of Orbit’s in house commissioned 
services and grants (Better Days) 

 Promote a digital first approach in customer engagement 
 Work with internal teams in particular Income, Tenancy Services, 

Lettings and Community Investment, to ensure customer journey is 
seamless and streamlined. 

 Engage the customer to develop life skills using the Tenancy 
sustainment suite of 121/group coaching sessions  linking  in with 

wider customer offers   
 Proactive interventions with existing customers to maximise income for 

customers and the business and prevent tenancy failure through 
welfare benefit maximisation, energy advice and referrals to 

employment support and income generation, linked to e.g. Fixed term 
tenancies, under occupation and related life events. 

 Managing a mixed caseload including immediate short term advice and 

longer term case management 
 Facilitate 121 and group coaching for new and existing customers and 

in-tenancy coaching sessions 
 Ensure that policies and procedures are adhered to, with particular 

emphasis on safeguarding 
 Form and maintain strong partnerships with external agencies and 



 

 

commissioned partners ensuring  customers are signposted to the 

appropriate support  
 Participate in projects and initiatives to continuously improve tenancy 

sustainment and the customer journey 
 Maintain records and monitoring systems, producing reports in order to 

demonstrate outcomes and learning  
 Keep abreast of current legislative changes 

 

 

KNOWLEDGE/SKILLS/EXPERIENCE/PHYSICAL 

REQUIREMENTS 

The tools needed to 

do the role 

Essential 

 Excellent communication skills, written and verbal, 
with previous business letter writing experience 

 Experience of coaching on a 121 and group basis 
 Ability to facilitate behaviour change, understanding 

and working with customers to achieve their 
aspirations as well as managing difficult 

conversations 
 Good IT skills including word processing and ability 

to use spreadsheets and digital media 

 Excellent numeracy skills, ability to record accurately 
and adhere to deadlines 

 Prior experience of managing a caseload, evidencing 
the customer journey, SMART action planning and 

evidencing successful outcomes 
 Ability to write clear and concise case records and 

case studies 
 Proven track record of excellent customer service 

 Experience of working in the field of mental health, 
financial inclusion, welfare benefits advice or support 

work, assessing the needs of vulnerable people and 
delivering success plans 

 Good organisational skills and ability to manage own 
time and workload 

 Good knowledge of welfare benefits regulations, 
energy advice and regulatory requirements and the 

protections of vulnerable adults and children 

 Ability to travel to meet the requirements of the role 
 

 
 

 

Orbit is an Equal Opportunities Employer and all staff are required to read 
and adhere to Group and local policies and procedures relating to Equality 

and Diversity 
 



 

 

Orbit requires all employees to read and adhere to Health and Safety 

policies and procedures 
 

Orbit requires all employees to read and adhere to all Orbit policies and 
procedures and Standing Orders.   

 

Signed by 

Employee 

 Date  

Signed by 
Manager 

 Date  

 
 
 
 
 
 
 
 
 


