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Tenancy Sustainment Officer (Outreach)

Report To: HUB Coordinator                                                                          		Date: Feb, 2026
Job Title: Tenancy Sustainment Outreach Officer 
Location: Wisbech and surrounding areas Hours: Flexible working required, including early starts and outreach shifts.
We are seeking a committed and compassionate Tenancy Sustainment Outreach Officer to join Ferry Project. The role combines accommodation‑based support with proactive outreach work, engaging people who are homeless or at risk of homelessness and supporting them towards stability and independence.
The successful candidate will manage a caseload of service users, deliver person‑centred support plans, carry out community outreach, and work closely with partner agencies. You will play a key role in reducing rough sleeping and improving outcomes for vulnerable individuals.
Essential requirements include bilingual ability (English and at least one Eastern European language), flexibility to undertake early starts, and a full UK driving licence with access to a vehicle.
If you are passionate about supporting people to rebuild their lives and thrive in a varied, hands‑on role, we would welcome your application.

A. Job Purpose
Contributes to the achievement of Business & Corporate Plan objectives through activities with Ferry Project, providing safe accommodation, outreach and support to homeless single people in Wisbech and the surrounding areas.
To provide a supportive, trauma‑informed and welcoming environment to single homeless people, both within Ferry Project accommodation and through outreach engagement, ensuring that each service user is fully supported in their development and progress towards independence, in line with their individual support plans and self‑determined goals.
To proactively engage individuals who are homeless or at risk of homelessness through outreach activity, building trust, promoting access to accommodation and support services, and reducing rough sleeping.
To ensure the health and safety, security and well‑being of service users, staff and visitors, offering loyalty with a demonstrably positive attitude, clear focus, and contributing knowledge and skills to the development and acquisition of new business opportunities.
Key Accountabilities
Main Duties:
1. To take responsibility for an agreed and designated caseload of clients, being their main point of contact and key‑worker during a period agreed with the Support Manager/ HUB Coordinator.
2. As Tenancy Sustainment Outreach Officer, to work directly with all service users, maintaining frequent and supportive contact and being responsible for all aspects of their stay on the project.
3. To ensure that professional boundaries and standards are maintained at all times when working with clients in accordance with Ferry Project’s policies and procedures.
4. To support clients to access external agencies which can assist with their development and move towards independence, and to signpost these services appropriately.
5. To ensure that applications/referrals for residence are interviewed according to Ferry Project procedures and that comprehensive risk and needs assessments are completed prior to making decisions on offering accommodation.
6. To assist Employment staff in the delivery of Employment contracts where applicable.
7. To work with each client, as directed, to draft an Outcome Star and action plan and ensure that the plan is mutually agreed.
8. To review Outcome Stars and action plans with clients and ensure they are updated in line with Ferry Project policies and procedures.
9. To ensure that clients’ views are taken into account in all support planning and review processes.
10. To ensure that all clients are consulted in matters affecting them and to promote a culture of inclusion and service user involvement wherever possible.
11. To ensure that all contact with clients is accurately recorded in accordance with Ferry Project procedures.
12. To maintain up‑to‑date knowledge of Ferry Project policies and procedures, ensuring they are understood, implemented and adhered to.
13. To ensure full training is completed to deliver services in accordance with good practice and Ferry Project policies and procedures.
14. To be responsible for the health and safety, security and cleanliness of the site whilst on duty.
15. To manage service user disciplinary matters and issues whilst on duty in accordance with Ferry Project policies and procedures.
16. To ensure service users complete Housing Benefit and other benefit claims and that these are submitted to Fenland District Council via the Administration team.
17. To ensure the site is prepared and ready for use at all times.
18. To attend monthly staff meetings and other meetings as required.
19. To operate checks and reviews to ensure frequent and supportive contact is being received by all service users.
20. To ensure Rent Top Up requirements are received in full and on time.
Outreach‑specific duties:
21. To carry out outreach work within the local community, engaging individuals who are rough sleeping or at risk of homelessness, offering advice, support, signposting and referrals into appropriate services.
22. To build positive, professional relationships with individuals encountered through outreach work using a person‑centred, strengths‑based approach.
23. To undertake outreach visits at agreed times and locations, including early mornings, where required, in line with service needs and risk assessments.
24. To complete assessments and risk evaluations for individuals engaged through outreach work, ensuring all activity is recorded accurately.
25. To work collaboratively with local partners including local authorities, police, health services, voluntary organisations and outreach networks.
26. To support individuals identified through outreach to access accommodation, benefits, healthcare and other essential services.
27. To contribute to the ongoing development of outreach services, identifying trends, unmet needs and opportunities for growth.
Other Areas of Activity:
· Adhere to Ferry Project policies and procedures. 
· Attend team meetings, monthly staff meetings and other meetings as required. 
· Be jointly responsible for personal and professional development, actively identifying training needs and undertaking agreed training.
Regulatory Framework
General:
· To liaise with external agencies relevant to accommodation‑based support and outreach work, recording all such contacts. 
· To liaise with colleagues regarding education, training and external programme activities undertaken by clients. 
· In conjunction with other staff, to be responsible for day‑to‑day cleanliness, health and safety and security of the hostel whilst on duty.
Efficiency & Innovation
Personal:
· To lead by example through excellent personal presentation, behaviour and professionalism. 
· To promote a culture of continuous improvement. 
· To ensure workspaces are kept clean and organised. 
· To support risk management procedures, business continuity planning and emergency management activities.
· To bring forward opportunities for service and business growth.
General:
· Create and develop new business opportunities. Actively contribute to business strategy and planning. 
· Demonstrate commitment to continuous personal and professional development.
Active Asset Management
Growth:
· Identify opportunities for innovative practice and service growth. 
· Act as a representative of the service at internal and external events. 
· Build strong working relationships with multi‑disciplinary partners to ensure holistic support for clients.
People & Structure:
· Proactively enforce the organisation’s vision and values. 
· Participate in training and development activities as agreed with the line manager.
Scope:
The Tenancy Sustainment Outreach Officer works in an operational setting, carrying a caseload of clients requiring support both within accommodation services and through outreach engagement. The role shares responsibility for the effective running of the project, including quality, compliance and health and safety.
C. Additional Information
Context / Environment:
As part of a staff team within Ferry Project, the post holder shares responsibility for working with a diverse client group. The role involves working both within accommodation settings and in the community through outreach activity. This may include lone working, flexible hours and early starts. Good communication between staff members is essential.
Client groups may include young people, single homeless individuals, older people, families, and people with histories of mental health issues or physical disabilities. Professional conduct and strong boundaries must be maintained at all times.
Regular supervision will be provided, and performance appraised annually, with training needs jointly identified.
ii) Skills / Knowledge / Experience
Essential:
· A good standard of literacy and numeracy. 
· Bilingual ability is essential, with the ability to speak and write fluently in English and at least one Eastern European language. 
· Good knowledge of administrative procedures and systems. 
· Experience of operating client support procedures. 
· Experience of engaging vulnerable people through outreach or community‑based support work. 
· Up‑to‑date knowledge of safeguarding legislation. 
· Strong understanding of health and safety best practice. 
· Ability to build effective relationships with internal and external stakeholders.
· Strong verbal, written and interpersonal communication skills.
· Ability to establish and maintain clear professional boundaries. 
· Ability to work with stakeholders, third‑party agencies and voluntary organisations. 
· Ability to plan and deliver one‑to‑one and group support. 
· Willingness and ability to undertake early starts and flexible working hours. 
· A full UK driving licence and access to a vehicle is essential.
Desirable:
· Level 2 Food Safety Certificate. 
· Practical knowledge of Food Safety legislation. 
· Experience of providing high‑quality administrative support. 
· Ability to write clear reports.
· Experience contributing to funding applications supporting client activities.

Competencies
· Efficiency and Innovation
· Problem Solving 
· Innovative Thinking
· Communication 
· Personal Learning 
· Customer and Results Focus 
· Person‑centred Practice 
· Supportive and Collaborative Working 
· Planning and Prioritising
· Growth and Initiative 
· Process‑driven Working 
· Risk and Quality Management

Education Essential: 
· Effective administration skills. 
· Effective client support skills. 
· Good IT skills including Word, and Excel and other role related IT systems as appropriate 
· Being able to speak and write in an eastern European language fluently Desirable
· Good telephone skills 

DBS - A enhanced DBS is required for this role.
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