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Manchester City Council

Role Profile

Renters Rights Advice Service Team Leader Grade 7

Neighbourhoods Directorate

Reports to: Team Manager 

Job Family: Homelessness Service

Key Role Descriptors: 

The role holder will ensure the provision of a high quality, customer-centred service that ensures the well-being of customers is protected. This will be based on an understanding of the causes and impacts of homelessness.

The role holder will have the ability to lead, manage and motivate staff to high levels of performance in order to achieve change and maximise staff potential and contribution to the achievement of identified aims and objectives. Can also lead and plan the work of the team which deals with more diverse issues. 
The role holder will have the ability to negotiate difficult agreements with wide impact; ability to influence or persuade internal or external stakeholders. 

The role holder will have a clear understanding of the importance of cost control and monitoring, financial management skills to monitor the budget, using judgement and available technology to highlight any variances in the budget. 

Key Role Accountabilities: 
Ability to inspire individuals to give their best to achieve a desired result and maintains effective relationships with individuals and the team as a whole, to ensure that the team is equipped to achieve objectives set according to the overall business need.

Ability to monitor and maintain expenditure, ensuring that financial targets are met, and being accountable for any areas where budget and expenditure exceed their agreed tolerances. 

Can demonstrate how they and colleagues contribute to the vision and objectives of the organization and how this defines their team and personal objectives; Ensures that good performance is recognized and rewarded and that poor performance is tackled. 
Support the continuous development of effective and efficient procedures which are relevant and up to date. 

Can effectively transfer key and complex information to all levels of staff, adapting the style of communication as necessary and ensuring that this information is understood. 

Ability to find creative solutions where there are no existing parameters or procedural framework. 
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 role holder 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 Team Leader role sits within the Renters’ Rights Advice service and provides leadership and oversight of early, practical support delivered across the private rented sector.
The service is delivered through two distinct functions, with staff assigned to either tenant-facing or landlord-facing activity. The Team Leader will oversee both areas, ensuring a consistent approach to early intervention, advice and resolution.
Tenant Early Resolution: providing advice and early intervention to tenants experiencing risks to their housing, including eviction, unlawful pressure to leave, harassment or access issues. The Team Leader will ensure risks are identified early and that intervention is timely and proportionate.
Landlord Early Resolution: providing advice and guidance to landlords and letting agents to help them understand their responsibilities, resolve tenancy issues and adapt to legislative change. The Team Leader will ensure a balanced approach to landlord engagement, promoting lawful practice and preventing escalation.
Both functions operate within a shared early resolution framework, focused on timely advice, proportionate intervention and preventing escalation. The Team Leader is responsible for maintaining consistency and ensuring clear service boundaries are applied across the team.
This is a fast-paced and varied service, with multiple enquiries and competing priorities. The Team Leader will oversee workload management and prioritisation, supporting staff to make sound decisions and deliver clear, practical advice.
The role includes oversight of more complex or high-risk situations, including safeguarding concerns, and supporting communication between tenants, landlords and agents to reduce escalation.
The Team Leader is responsible for ensuring appropriate escalation where issues fall outside the scope of the service, including referral to Housing Solutions, Compliance & Enforcement, or other specialist services.
In addition, the role will support the ongoing development of the service, promoting awareness, monitoring demand and contributing to continuous improvement as the service evolves.
By leading delivery across both tenant and landlord functions, the role supports a preventative approach that reduces the risk of homelessness and promotes 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.
Team Leader (Early Resolution) – Key Competencies and Technical Requirements

Behavioural Competencies 
· 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 
Generic Skills
· Communication skills: Ability to influence or persuade immediate departmental or functional colleagues. Ability to advise and put case across in relatively straightforward, non-contentious situations with ability to negotiate agreements.

· Analytical skills: Ability to identify and assess risk informing decision making.

· Planning and Organising: Excellent time management skills to ensure work of team/service completed within deadlines and to agreed standards. Demonstrate excellent judgement skills under competing priorities and pressure.

· Strategic Thinking: Ability to identify best practice, key risks to the delivery of objectives, and analyse trends and patterns to develop ideas for the strategy of the service.

· Problem Solving and Decision Making: Ability to think laterally and take into account the root cause of a problem and the client / organisation -wide consequence of decisions made

· People Management: Is able to inspire individuals to give their best to achieve a desired result and maintains effective relationships with individuals and the team as a whole, to ensure that the team is equipped to achieve objectives set according to the overall business need.

Technical requirements (Role Specific) 
For all services

· Knowledge and understanding of the causes, impacts, prevention and early intervention approaches to homelessness

· Must consent to and apply for an enhanced DBS disclosure check
For Early Resolution (service)

· Good understanding of the private rented sector and relevant housing legislation, including the Renters’ Rights Act and landlord and tenant law

People. Pride. Place.
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