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Manchester City Council
Role Profile

Early Resolution Officer, Grade 6
Homelessness Service, Neighbourhoods Directorate
Reports to: Team Leader
Job Family: People Care and Support Direct

Key Role Descriptors: 

The role holder will deliver high quality support for service users, managing existing and future risks through assessment, and creating plans which ensure the individual needs of service users are appropriately considered.

The role holder will assist service users to engage with support services provided by both statutory and voluntary agencies, ensuring that the client is appropriately supported and therefore able to contribute actively in the community.

The role holder will provide advice and expertise to partner agencies and stakeholders to promote the service and represent the rights and needs of the vulnerable residents of Manchester.

Key Role Accountabilities: 

Establish and maintain relationships with service users to challenge their existing patterns of behaviour.  Work proactively with appropriate stakeholders to assess the individual’s needs and ensure positive outcomes. 

Provide support and advice to service users which provide the opportunity to engage with appropriate local and national organised and community based services. 

Monitor, evaluate and review assessments as required determining suitable adjustments to ensure that service users are able to achieve their agreed goals.

Work with colleagues and stakeholders to produce plans that use service users individual needs to identify and reduce their vulnerability to risk situations. 

Promote the service strategies across the organisation and to other statutory and voluntary agencies.

Closely work with partner agencies and stakeholders by contributing and participating in new initiatives to support independence and opportunities for vulnerable residents of Manchester. 

Ensure all records, processes and systems are up to date and maintained to assist with data collection and performance management.



Roles at this level may be required to undertake management duties, either through direct line management of a team (including appraisals, performance management and other duties) or through matrix management of a virtual team of officers.

Personal commitment to continuous self development and service improvement.

Through personal example, open commitment and clear action, ensure diversity is positively valued, resulting in equal access and treatment in employment, service delivery and communications

Where the roleholder is disabled every effort will be made to supply all necessary aids, adaptations or equipment to allow them to carry out all the duties of the role.  If, however, a certain task proves to be unachievable, job redesign will be given full consideration. 



Role Portfolio:

The Early Resolution Officer role sits within the Renters’ Rights Advice service and provides early, practical support across the private rented sector.

The service is delivered through two distinct functions, with roles assigned to either tenant‑facing or landlord facing activity.

Tenant Early Resolution: providing advice, short‑term casework and early intervention to tenants experiencing risks to their housing, including eviction, unlawful pressure to leave, harassment or access issues. The focus is on stabilising situations, supporting informed decision‑making and preventing avoidable loss of accommodation where possible.

Landlord Early Resolution: providing advice, guidance and early support to landlords and letting agents to help them understand their responsibilities, resolve tenancy‑related issues and adapt to legislative change. The focus is on early engagement, problem‑solving and promoting lawful tenancy practice. 

While the functions are distinct, both operate within the same early resolution framework, focused on timely advice, proportionate intervention and preventing escalation wherever possible.

This is a fast‑paced and varied role, involving multiple enquiries, competing priorities and work to both predictable and unpredictable timescales. The role requires the ability to assess situations quickly, exercise sound judgement and deliver clear, practical advice while maintaining accuracy, fairness and professional standards.

The role involves short‑term case holding, where required, to allow for targeted intervention and resolution. This may include proportionate mediation and communication between tenants, landlords and agents to clarify issues, support understanding and reduce escalation.

The role focuses on early resolution and time‑limited intervention rather than long‑term case management.

The role does not include enforcement activity, statutory homelessness decision‑making or formal investigation. Where issues fall outside the scope of early resolution, the role holder is responsible for ensuring timely and appropriate referral to Housing Solutions or other specialist services.

By supporting either tenants or landlords at an early stage, the role contributes to a preventative approach that reduces the risk of homelessness, improves understanding of rights and responsibilities and supports more stable tenancies across the private rented sector.
Flexible working locations: To meet service needs, the role holder may be required to work from a range of locations, including different Council offices and other suitable venues.

Key Behaviours, Skills and Technical Requirements

Our Manchester Behaviours  
· We are proud and passionate about Manchester
· We take time to listen and understand 
· We ‘own it’ and we’re not afraid to try new things  
· We work together and trust each other
· We show that we value our differences and treat people fairly
 
General Skills

· Communication Skills: Ability to communicate clearly and effectively taking account of individual need including consideration of accessibility issues. Demonstrates an understanding of the views of others and communicates in a realistic and practical manner using appropriate language and medium, listens attentively to views and issues of others and responds to issues arising.
· Problem Solving & Decision Making: Ability to analyse situations, diagnose problems, identify the key issues, establish and evaluate alternative courses of action and produce a logical, practical and acceptable solution. Is able to make effective decisions on a day‑to‑day basis, taking ownership of decisions, demonstrating sound judgement in escalating issues where necessary. Be logical in thinking and explain reasoning behind decisions or actions taken.
· Analytical Skills: Ability to absorb, understand and quickly assimilate moderately complex information and concepts and compare information from a number of different sources. Ability to identify patterns and trends that may impact on decisions with skills to identify risks and any assumptions made.
· Planning & Organisation: Demonstrates the ability to organise multiple tasks effectively, prioritising workload and allocating time and energy according to task complexity and priority.
· Administrative Skills: Ability to develop and maintain effective administrative systems in a rapidly changing environment.
· ICT & Record Keeping: Skills to use ICT systems to obtain and analyse data and present it effectively through a variety of ICT channels.
Technical Requirements (Role Specific) 

· An interest in, or some experience of, working in a housing, advice, homelessness prevention or customer‑focused service environment.
· Ability to understand guidance and information and apply it practically to real situations.
· Confidence to work within clear role boundaries, recognising when issues can be addressed through advice and early resolution and when they need to be referred to another service.
· Must consent to and apply for an enhanced DBS disclosure check.
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