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JOB DESCRIPTION

	 JOB DETAILS

	Post title:
	Housing Advice Officer

	Post grade:
	F

	Directorate:
	Communities

	Section:
	Housing Services

	Reporting to:
	Head of Housing

	Line manager:
	No

	Date updated:
	February 2026

	

	MAIN PURPOSE OF JOB

	
The Housing Advice Officer plays a critical frontline safeguarding, prevention, and statutory decision-making role within Housing Services. The postholder is responsible for preventing homelessness, delivering trauma informed housing advice, conducting detailed assessments under homelessness legislation, administering the housing register, and managing complex caseloads involving vulnerable individuals and families. 

Working autonomously, the officer provides expert guidance on a wide range of housing, welfare, safeguarding, and legal matters, ensuring all decisions comply with national legislation, local policies, and best practice. The role is instrumental in protecting the wellbeing of residents, preventing housing crisis, and supporting applicants during some of the most challenging periods of their lives. 


	

	SPECIFIC DUTIES

	
The postholder must apply this legislation daily to decisions affecting eligibility, priority need, intentionality, local connection, safeguarding risk, eviction processes, disrepair, and temporary accommodation duties. 

Key Duties and Responsibilities 
Homeseeker / Allocations Responsibilities 
Complex Housing Register Assessments 
· Process and assess applications including complex medical, welfare, financial hardship, overcrowding, and safeguarding factors. 
· Determine banding changes and reassess priority following changes of circumstance. 
· Conduct income & expenditure assessments to verify affordability. 
· Conduct home visits to assess conditions, suitability, and risk (inc. lone working). 
· Provide support with bidding, direct matches, and accessibility adjustments in line with Homeseeker Plus procedures. 
· To provide housing advice to all applicants on rehousing options including: Choice based lettings, low cost home ownership, other schemes as well as accessing the private rented sector.

 
Homelessness Duties (HRA 2017 & 1996 Act) 
Prevention Stage (s.195) 
· Deliver early, trauma informed housing advice to prevent homelessness. 
· Provide mediation, negotiation with landlords, and tenancy sustainment interventions. 
· Liaise with partner agencies, including Children’s Services, Health, Police, Probation and Adult Social Care. 
· Handle applications from 16-17 year olds where children’s services seek general needs housing for individuals. 
· Develop Personalised Housing Plans (PHPs) with measurable actions. 
· Assess validity and legality of eviction notices and complex tenancy types. 
· Work multi‑agency to prevent homelessness wherever possible.
Relief Stage (s.189B) 
· Arrange emergency/temporary accommodation placements. 
· Complete Housing Benefit forms & Change of Circumstance documentation. 
· Investigate homelessness circumstances thoroughly, gathering evidence from multiple agencies. 
· Request and assess medical records and professional evidence. 
· Arrange storage of belongings where required. 
· Issue all statutory notifications and written decisions. 
Main Duty / Full Duty 
· Complete full s.184 decisions. 
· Make and facilitate offers of permanent accommodation. 
· Issue suitability decision letters and legal notifications. 
Casework, Safeguarding & Multi Agency Working 
· Lead and attend multiagency meetings including:  
· Child Protection Conferences 
· Child in Need meetings 
· Safeguarding strategy meetings 
· MARAC 
· Multi Agency Housing Panels 
· Identify risk and escalate safeguarding concerns promptly. 
· Complete complex referral forms to supported accommodation, health services, mental health teams, drug/alcohol services, police, and domestic abuse providers. 
· Manage challenging behaviors, distressed clients, crisis situations and conflict, highly vulnerable clients, distress, crisis behaviour, anger, and emotional dysregulation.
· Apply a trauma informed approach to all communication and decision-making. 
· Manage “second degree trauma” exposure due to continual involvement with high-risk cases. 
·  Ability to identify early signs of risk, abuse, or exploitation. 

Temporary Accommodation & Emergency Response 
· Arrange placements that are lawful, safe, and appropriate. 
· Work with TA providers to resolve issues and ensure compliance. 
· Support community events, outreach, and engagement activity. 
· Liaise with landlords, benefit teams and support providers.
· Arrange transportation for applicants experiencing financial hardship or those who cannot organise transport due to vulnerability, disability, complex needs or crisis.
· Ensure transport arrangements enable applicants to access emergency accommodation, move belongings, attend essential appointments, or reach safe locations as part of safeguarding and homelessness duties.
· Work collaboratively with support agencies, families, social care, and transport providers to ensure safe and timely travel for applicants with no available resources or support network.
 
Financial Responsibilities 
· Contribute to year-end financial processes. 
· Raise POs, payment requests, credit notes, and GRN invoices. 
· Raise repayments for RDS payments. 
· Monitor and manage cases with aged debt, including failed or cancelled repayment plans linked to temporary accommodation charges, prevention payments, and historic arrears.
· Reassess affordability and income/expenditure to re‑establish fair repayment arrangements.

· Liaise with applicants, Finance, and external agencies to recover outstanding balances sensitively and appropriately.

Communication, Record-Keeping & Administration 
· Maintain high‑quality case notes, safeguarding documentation and statutory records using secure systems in line with GDPR. 
· Draft high quality letters, templates, emails, and statutory notifications. 
· Handle day-to-day queries, telephone calls, complaints and councillor/MP enquiries. 
· Produce reports, evidence and file documentation for legal challenge or review. 
Caseload, Rota & Workflow Management 
· Manage a high caseload independently within statutory timescales. 
· Prioritise effectively on duty days and during emergency demand. 
· Organise and contribute to staff rotas for duty, visits, and office cover. 
Phone Duty Responsibilities 
· Undertake one full day of dedicated phone duty each week as part of the team rota, providing first‑line advice and triaging all incoming enquiries.
· Handle calls with professionalism, empathy and trauma‑informed practice—often from distressed or vulnerable individuals.
· Log calls accurately, assess risk, provide statutory advice, and escalate time‑sensitive concerns immediately.
· Deliver first-contact resolution wherever possible to minimise delays for applicants.
Support for Vulnerable Households
· Arrange food vouchers for applicants experiencing financial hardship, ensuring they can meet basic needs while homelessness or housing instability is being resolved.
· Work with internal hardship schemes, voluntary sector partners, food banks, and community organisations to ensure applicants receive timely and appropriate food support.
· Assess level of need through income & expenditure checks and crisis indicators, incorporating food hardship into PHPs, safeguarding plans, or multi‑agency action plans where appropriate.
· Ensure that vulnerable households — including those fleeing domestic abuse, care leavers, young people, and clients with no recourse to public funds (subject to lawful eligibility) — receive equitable and compassionate support.
· The officer also acts as a single point of contact for agencies involved in complex cases.  
· Understanding of wider welfare, training, and employment systems.  

Legislative Duties & Enforcement Responsibilities 
· Under the Renters’ Rights Act 2025, the postholder has a duty work with Environmental Health to take action against landlords who breach housing standards, tenant rights, or legal requirements—particularly in relation to illegal evictions, disrepair, harassment, retaliatory behaviour, and failure to comply with prescribed safety or property condition standards.
· Support investigation of landlord misconduct and appropriate enforcement steps, including notices, gathering evidence, escalating cases for prosecution, and working with Environmental Health, Legal Services, and relevant enforcement teams.
· Offer support and guidance to tenants experiencing landlord breaches, ensuring they understand their rights and are protected from unlawful practices.
· Integrate enforcement duties into homelessness prevention and relief work, ensuring that landlord non‑compliance is challenged and rectified wherever possible.
· Maintain expert, up‑to‑date knowledge of all relevant legislation including the Housing Act 1996, Homelessness Reduction Act 2017, Housing Act 2004, Domestic Abuse Act 2021, Protection from Eviction Act 1977, Hazards in Social Housing Regulations 2025, and Home seeker Plus Policy 2022.
· Ensure tenants know their rights and receive protection from unlawful practices through advice, intervention, and evidence‑based casework.
· Work collaboratively with internal enforcement teams, Police, support agencies, and regulatory bodies to uphold legal protections for private renters.
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	KEY WORKING RELATIONSHIPS

	
Within the Housing Advice team they will work closely with Housing Interventions Officer to jointly support 
individuals that are homeless or at risk of homelessness. There are a number of different support and 
accommodation contracts that are arranged across the County and the role is key in being a single point 
of contact for different agencies involved in a case. They will also work closely with other local authority 
colleagues across the county.

Working Relationships 
The officer works collaboratively with: 
· Housing Interventions Officers (joint casework)  
· Registered Providers and private landlords 
· Social Care (Children & Adults) 
· Police, Probation, MAPPA partners 
· Health professionals, mental health teams, ICBs 
· Domestic abuse services & MARAC 
· Supported accommodation providers 
· Education services, youth support, employment services 
· Other local authority housing teams across the county



	

	RESOURCES

	
The role has responsibility for use of budgets and will make recommendations for use of Homelessness 
Prevention Grant funding to support cases they work with.


	

	PHYSICAL DEMANDS

	
The post holder will be required to attend home visits/meetings out of the office and this will occasionally involve lone working. There will be a requirement to drive to some meetings for example to a home address or venue in other districts.

	

	MENTAL DEMANDS

	
The role will involve supporting housing and homelessness customers and some of these will be very vulnerable individuals in difficult circumstances. They may be upset or angry and a trauma-informed approach will be required. Information about health, convictions and support needs will need to be 
accessed, stored and shared appropriately.

This role will be working directly with vulnerable individuals and will require knowledge of Safeguarding policies and procedures.

Mental Demands 
· Supporting highly vulnerable individuals in crisis, often distressed, angry or at risk. 
· Managing emotionally heavy disclosures regarding abuse, trauma, mental health, violence, exploitation. 
· Exposure to second-degree trauma requiring resilience, supervision, and self-care. 
· Balancing legal duties, safeguarding requirements, and resource constraints. 



	

	WORKING ENVIRONMENT

	
The majority of the role will be a combination in the office or able to work from home. Around 1 day per week will involve attending home visits, external meetings and partner agency settings.



	

	ALL STAFF RESPONSIBILITIES

	To adhere to all Council Policies, in particular Equal Opportunities.

Contribute to service development, improvement, and customer satisfaction projects.

To undertake any other duties properly assigned from time to time by your line manager which are appropriate to the grade and character of the post.

Undertake training as required by the Head of Housing.  

To be committed to the principles of equality, diversity and the ability to treat everyone who you come in contact with dignity and respect.

Tewkesbury Borough Council is committed to the principles of safeguarding and promoting the welfare of all children, young people and vulnerable adults; therefore, all employees have a responsibility and duty of care to report safeguarding issues they become aware of or witness.


	

	HEALTH AND SAFETY

	Ensuring that services are delivered in compliance with existing and new Health and Safety legislation and the Council’s Health and Safety Policy and ensuring that duties are pursued in a safe manner with due regard to the Health and Safety of yourself and others. 


	

	PERSON SPECIFICATION

	QUALIFICATIONS
	ESSENTIAL
	DESIRABLE
	ASSESSMENT METHOD

	
2 A Levels or Professional 
Qualification 
or equal technical 
/qualification/training or 
Significant relevant experience within housing and homelessness

	☒	☐	Application form / Qualification 
info

	EXPERIENCE
	ESSENTIAL
	DESIRABLE
	ASSESSMENT METHOD

	Working in a housing related discipline for a significant period 
	☒	☐	Application form / Interview

	Provision of comprehensive housing advice to include homelessness
	☒	☐	Application form / Interview

	Knowledge of Housing Tenures
	☒	☐	Application form / Interview

	Experience in working with clients who are resistant to change and/or find it difficult to engage
	☐	☒	Application form / Interview

	Understanding of the wider systems of housing, welfare, equality, diversity & inclusion, safeguarding, training, employment and how to engage with organisations who deliver these services
	☐	☒	Application form / Interview

	SKILLS
	ESSENTIAL
	DESIRABLE
	ASSESSMENT METHOD

	I.T. Skills
	☒	☐	Application form / Interview

	Mediation Skills
	☐	☒	Application form / Interview

	Good standard of oral & written communication skills
	☒	☐	Application form / Interview

	Ability to deal with difficult and stressful client situations
	☒	☐	Application form / Interview

	Investigate and exchange information with others in order to make decisions
	☒	☐	Application form / Interview

	BEHAVIOURS / ATTRIBUTES
	ESSENTIAL
	DESIRABLE
	ASSESSMENT METHOD

	Shows respect and consideration
	☒	☐	Application form / Interview

	Ability to work effectively as part of a team
	☒	☐	Application form / Interview

	Customer Focus
	☒	☐	Application form / Interview

	Flexible with a “can do” attitude
	☒	☐	Application form / Interview

	Takes personal responsibility 
and uses resources effectively 
and efficiently
	☒	☐	Application form / Interview

	Able to communicate effectively
	☒	☐	Application form / Interview






		we are Open and Honest          we are Respectful          we are Inclusive
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