
 
 
 
 
 
 

ROLE TITLE Senior Tenancy Coach 

DEPARTMENT Tenancy Sustainment 

DIRECTORATE Customer Services 

RESPONSIBLE TO Tenancy Sustainment Manager 

RESPONSIBLE FOR 
Tenancy Coaches 

Triage Officers 

 

ROLE PURPOSE 

To lead a team of Tenancy Coaches to create successful sustainable tenancies; 
encouraging independence and helping our customers manage their home, money and 

rent payments and make the most of their aspirations and contribute to the 
sustainability of their communities.  

 

ACCOUNTABILITIES / RESPONSIBILITIES 

 Manage, support and develop a team of Tenancy Coaches to deliver an excellent 
coaching service to new and existing customers. 

 Management of case load working with existing customers referred into the Tenancy 
Sustainment Team. 

 Develop and deliver a successful triage service to ensure customers receive the right 
support at the right time 

 Deliver fantastic business performance figures for yourself and your direct reports in 

customer outcomes, customer satisfaction, rent collection and tenancy sustainment. 
 Maximising your teams referrals and take up of Orbit’s in house and commissioned 

services and grants (Better Days) 
 Promote a digital first approach in customer engagement  across the team 
 Work with internal teams to ensure the customer journey is streamlined. 

 Engage the customer to develop money management and budgeting skills, promoting 
a rent first culture and clear rent accounts 

 Facilitating Group Coaching where appropriate to increase coaching through peer 
support 

 Undertake appropriate risk assessments and agree success plans with customers. 

 Ensure there is a high personal understanding of policy and processes relating to 
Safeguarding Adults and that policies and processes are adhered to. 

 Form and maintain external partnerships with voluntary and statutory agencies and 
identifying and signposting customers to community resources. 

 Participate in projects and initiatives to continuously improve tenancy sustainment and 

the customer journey  
 Maintain records and monitoring systems and produce reports for your team as 

requested in order to demonstrate the outcomes of the tenancy sustainment service 
 Keep abreast of relevant legislative changes. 
 Ensure that the External Resource Map of partners and agencies is kept up to date  

 

KNOWLEDGE/SKILLS/EXPERIENCE/PHYSICAL REQUIREMENTS 
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Essential 

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

 Good IT skills including Microsoft Word and Excel. 
 Experience of resource planning. 
 Excellent literacy, numeracy and communication skills. 

 Ability to write clear and concise reports. 
 Ability to analyse and interpret complex information. 

 Experience of delivering effective working relationships within a 
varied customer and partner group. 

 Strong knowledge of welfare benefits regulations and regulatory 

requirements and safeguarding of vulnerable adults and children. 
 Experience of working in the field of mental health or support 

work and assessing the needs of vulnerable people 
 Ability to travel to meet the requirements of the role. 

Desirable 
 Experience of staff management, with the ability to motivate staff 

and get the best out of your team. 

 

COMPETENCIES 

 Level 

Customer First 

 Consistently make decisions based on appropriate 

customer requirements. 
 Capture customer feedback and assess success in 

meeting customer requirements. 
 Take an active interest in setting high standards of 

customer service. 
 Realistically manage customer expectations. 
 Work with others to actively improve the customer 

experience. 
 Aim for continuous improvement across services. 
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Honesty 

 

Be Self Aware 
 Take action to manage the impact of our behaviours 

and emotions on others. 
Communicate Well 
 Be flexible, confident, persuasive and dynamic in 

communicating with others. 
Develop Ourselves 

 Consistently take on development activities outside 
our own comfort zone. 

Deal with Feedback 

 Criticise constructively without aggression. 
 Actively support staff to achieve. 
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Respect 

 

Value Diversity 
 Work to ensure the diversity of all are respected and 

valued. 
 Address the needs of individuals when making 

decisions. 

 Address inappropriate behaviour that is contrary to the 
Group values. 

Communicate Well 
 Take a firm yet empathetic approach. 
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 Clarify and summarise to check understanding. 

 
Excellence 

 

Achieve Results 
 Challenge ourselves and others to achieve results. 

 Set longer-term goals and strive to achieve them by 
producing a plan of action. 

 Measure performance against internal and external 

benchmarks. 
Embrace Change 

 Encourage acceptance, understanding and 
commitment to change. 

 Recognise the impact of change on others and take 

appropriate action. 
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Innovation 

 

Use our Initiative 
 Generate ideas through discussions with others, 

encouraging new ideas and approaches. 
Problem Solve 
 Look outside own working environment for ideas and 

see how these can be adapted.  
 Breakdown complex issues into smaller parts and 

identify cause and effect. 
 Make proposals weighing up the costs v benefits. 
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Partnership 
 

Work in Teams and Collaborate 
 Proactively build great relationships that cross 

boundaries. 

 Spend time thinking through issues with others, 
utilising their skills and making them feel valued. 

 Recognise the strengths and weaknesses of all team 
members, overcoming the weaknesses and utilising 
the strengths to aid service delivery. 

 Recognise the importance of networking for service 
development. 
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Leadership Front Line Manager  

 

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  

 


