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1. WELCOME FROM THE CHAIRPERSON

Thank you for your interest in joining Reidvale Housing Association as our Tenancy
Support Officer.

Reidvale is a community-based housing association with a proud history, a strong local
identity and arenewed ambition for the future. This new role is part of our homelessness-
prevention efforts and will provide practical, person-centred support to tenants who may
need help to establish or sustain their homes.

The postholder will work closely with our Housing and Communities team, The Halliday
Foundation and a range of local services. They will help identify difficulties early,
provide direct support where they can, make referrals where specialist help is needed,
and stay involved so that tenants are not simply passed from one service to another.

Although this postis funded on a fixed-term basis, Reidvale's commitment to tenancy
sustainment and homelessness prevention is long term. We want this funded period to
show what effective early support can achieve, build evidence for future investment and
help shape how this work develops beyond August 2027.

We welcome applications from people with different professional and personal
backgrounds. We are also open to discussing potential secondment of alternative
arrangements. You may have worked in housing, homelessness, community support,
welfare, social care or another people-focused service. What matters most is that you
can build positive relationships, exercise sound judgement and provide respectful,
practical support.

Denise Dempsey
Chairperson
Reidvale Housing Association



2.  ABOUT REIDVALE HOUSING ASSOCIATION

Reidvale Housing Association is a community-based registered social landlord operating
in a clearly defined area to the east of Glasgow city centre. We own and manage 901
homes, as well as commercial units and the Reidvale Neighbourhood Centre. We also
provide factoring services to more than 200 owners.

Reidvale was formed through local action and community determination. Our origins go
backto 1975, when residents came together to protect their homes and community from
demolition and displacement. Since then, Reidvale has played an important role in
improving, safeguarding and sustaining the traditional tenemental homes and
community life of the area.

Today, providing good homes remains at the heart of our purpose, but we know that a
secure tenancy depends on more than the property itself. Income, household costs,
health, relationships, access to essentials and trusted support can all affect whether
someone is able to settle into and sustain their home.

Our mission

Our mission is serving our community, now and into the future.
Our values

Our values are:

e To be honestand open

e To be accountable

e To berespectful and considerate
e To be supportive.

These values shape how we work with tenants, colleagues and partners.
Our Staff Charter

Developed by our staff team, sets out what these values mean in practice, both the
behaviours we ask from everyone at Reidvale and what staff can expect from Reidvale
as an employer.



3. OURSTAFF CHARTER

These are the behaviours we ask from everyone, and the conditions Reidvale commit to
creating.

What everyone at Reidvale commits to

HONEST AND OPEN RESPECTFUL AND CONSIDERATE

Be honest and open in our approach, Be respectful and considerate in how
decisions and communications we treat everyone
e Share clear, accurate information e Listen to understand, especially in
and explain decisions. difficult situations.
e Manage expectations, only make e Be welcoming, compassionate
commitments you can keep. and nonjudgemental.
e Own mistakes, ask for help and e Value diversity and adapt so
give or seek feedback. everyone can participate.
Be Accountable to our tenants, Be supportive and willing to go the extra
community and each other mile
e Take ownership of actions, e Offer help, share knowledge and
decisions and commitments. ask for support.
e Work constructively with others e Work across teams to make a
and keep people informed. positive difference.
e Follow agreed standards and see e Be open to change, while working
actions through. safely and sustainably.

What you can expect from Reidvale

e Afair learning culture: honest e Approachable leadership: staff
mistakes and concerns are voice is welcomed, feedback is
handled fairly, with learning and given and decisions are explained.
accountability. e Wellbeing and change:

e Training and support: time, workloads are taken seriously,
coaching, procedures and usefulideas are supported and
guidance to build confidence. change is made to happen.

e The tools to do your job: the right
access, information and clear
standards.

This staff charter was developed by the staff team at Reidvale in August 2026.



4. PREVENTING HOMELESSNESS EARLIER

This project is part of our efforts to prevent homelessness earlier. Led by Reidvale
Housing Association and funded by the Scottish Government and Scottish Federation of
Housing Association’s Glasgow Upstream Homelessness Prevention Fund. The current
funding phase runs to 31t August 2027. The Halliday Foundation is the principal
community delivery partner and Molendinar Park Housing Association will support
learning and transferability.

Our experience has found that many households currently living within a tenancy or those
moving from homelessness or temporary accommodation into a new tenancy, often do
so whilst managing financial pressure, a lack of furniture or household essentials,
trauma, isolation or other challenges.

This project is designed to act before those challenges become a tenancy crisis. It will
build early conversations about housing stability into normal housing and community
contact, then respond with proportional support. That may include practical help, cash-
first assistance, income and debt referrals, furniture and household support, advocacy,
specialist referrals and co-ordinated action with other services. Whilst funding is time
limited, the issue is not and neither is Reidvale’s commitment to addressing it.

Building something that lasts

The initial funded period gives us the opportunity to test and strengthen this approach,
demonstrate the difference it makes for tenants, and gather credible evidence about
outcomes, demand and what works. Our aim is to use that evidence to attract longer-
term funding and sustain effective homelessness-prevention and tenancy-support work
beyond the life of the current grant.

The immediate priorities

e Build trusted one-to-one relationships with tenants and understand what is
affecting their ability to establish or sustain their home.

e Identify risks early and agree practical actions with the tenant before problems
escalate into arrears, disengagement, tenancy failure or homelessness.

e Provide direct practical support and connect tenants to welfare, debt, energy,
health, social care, homelessness and other specialist services where needed.

e Support new Section 5 tenants, helping with income, energy, essentials, local
connection and planned follow-up.



e Help administer cash-first support so that it can be provided quickly, fairly and
with appropriate financial controls.

e Work closely with The Halliday Foundation, Reidvale colleagues and other
partners so that households receive coordinated support and do not have to
navigate services alone.

e Keep clear case records, track outcomes and contribute learning that helps
Reidvale and its partners improve homelessness-prevention practice.



5. ABOUTTHE ROLE

The Tenancy Support Officer will provide direct, person-centred support to Reidvale
tenants whose tenancy may be at risk, and to people moving into a Reidvale tenancy
following homelessness. The postholder will build supportive one-to-one relationships,
identify practical and housing-related needs, agree actions with tenants, provide direct
help where appropriate and connect people to specialist services when needed.

The role is based in Dennistoun and will involve work from Reidvale offices and the
Reidvale Neighbourhood Centre, home visits, outreach and contact in trusted
community settings. The postholder will manage their own caseload and work closely
with the Head of Housing and Communities, housing colleagues, The Halliday
Foundation and wider Glasgow partners. We are open to direct recruitment, a
secondment from another organisation, or another suitable arrangement that enables
the right candidate to take up the role.

Role at aglance

Job title Tenancy Support Officer
Accountable to Head of Housing and Communities
Responsible for Managing a caseload of tenants and households receiving direct

tenancy sustainment and homelessness-prevention support.
No line-management responsibility.

Working pattern 0.6 FTE, 21 hours per week, with flexibility for home visits,
outreach and occasional evening or weekend activity.

Core purpose To build trusted relationships with tenants, identify housing-
stability risks early, provide practical support and make effective
connections to services that can help sustain the tenancy.

Key relationships | Tenants and household members, Reidvale Housing and
Communities staff, The Halliday Foundation, Glasgow City
Council housing and homelessness services, welfare and
money advice, health and social care, and other community and
specialist partners.

The kind of person we need

e Approachable and relationship-focused, able to build trust with people who may
be worried, frustrated, isolated or reluctant to engage.



Person-centred and practical, able to listen carefully, understand what matters
to the tenant and turn that into realistic next steps.

Persistent without being intrusive, willing to follow up and maintain contact while
respecting choice, dignity and professional boundaries.

Confident working independently and collaboratively, able to provide direct
support while drawing in colleagues and specialist partners when needed.

Calm, organised and reliable, with the judgement to recognise risk, safeguarding
concerns and situations that need prompt escalation, while managing a varied
caseload and keeping accurate records.



6. KEY RESPONSIBILITIES

The responsibilities below summarise the main areas of the role. The postholder will work
flexibly across them according to the needs of individual tenants and the development of
the project.

Direct tenant support and tenancy sustainment

e Build positive, consistent one-to-one relationships with tenants and household
members, using a respectful, non-judgemental and strengths-based approach.

e Provide practical support to help tenants establish or sustain their home,
including help to resolve immediate barriers, organise next steps and follow
through agreed actions.

e Maintain regular contact with tenants where ongoing supportis needed, including
home visits, telephone contact, office appointments and community-based
outreach.

e Support people with lower-level needs before problems deepen, while providing
more persistent and coordinated support where risks are multiple or more
complex.

e Advocate with and for tenants where appropriate, while supporting people to
make informed choices and retain control over decisions affecting them.

Early identification, assessment and planning

e Respond to referrals and early warning signs from housing, arrears, repairs,
tenancy-start, community and partner contact.

e Complete proportionate housing-stability assessments, identify immediate risks
and strengths, and agree clear actions with the tenant.

e Develop and maintain simple tenancy sustainment plans where ongoing support
is needed, with named actions, responsibilities and review points.

e Recognise when prevention is no longer safe or achievable and support prompt
escalation to statutory homelessness, safeguarding or other appropriate services.

Practical and cash-first support

e Help tenants access essential furniture, household items, fuel, move-in support
and other practical assistance available through HOME and partner services.
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Assess need for cash first support and administer awards in line with the agreed
cash-first procedure, delegated authority, financial controls and audit
requirements.

Discuss available options with tenants and support dignified choices about the
form of assistance, including cash, voucher, direct purchase or supplier payment
where permitted.

Work with The Halliday Foundation and Houses to Homes arrangements where
good-quality reused items or practical community support can meet the identified
need.

Record the purpose, value, authorisation and intended prevention outcome of
project-funded assistance and contribute to regular review of fund use.

Partnership working and effective signposting

Make referrals to welfare rights, benefits, debt, energy, health, social care,
domestic-abuse, justice, homelessness and other specialist services according
to the tenant's circumstances and consent.

Remain involved where appropriate after referral, helping tenants understand
appointments, next steps and who is responsible for each action.

Build effective working relationships with named contacts in partner
organisations and use agreed escalation routes where a delayed response creates
risk for the tenant or tenancy.

Work closely with The Halliday Foundation as the principal community delivery
partner and contribute positively to shared case learning and coordinated
support.

Secure Start, outreach and engagement

Offer support to new Reidvale Section 5 tenants, including early contact around
income, benefits, energy, furniture, household essentials, local connection and
follow-up.

Use flexible and persistent outreach to engage people who may not respond to
formal appointments or who may be showing signs of disengagement.

Support Ask and Act conversations across housing and community touchpoints,
helping colleagues recognise when a routine contact may indicate a wider
housing-stability concern.

1



e Take part in relevant community events, outreach sessions and occasional
activity outside normal office hours where this helps reach tenants effectively.

e Contribute to accessible information and communication that helps tenants
understand the support available and how to ask for help early.

Recording, safeguarding and learning

e Maintain clear, timely and confidential case records, including assessments,
consent, agreed actions, referrals, support provided and outcomes.

e Follow Reidvale procedures on safeguarding, data protection, information
sharing, lone working, health and safety, equality and professional boundaries,
escalating concerns promptly where required.

e Provide accurate activity and outcome information for project monitoring and
evaluation, take part in supervision, reflective practice, training and project-
learning sessions, and use evidence and feedback to improve the service.

12



7. PERSON SPECIFICATION

We are more interested in your ability to build trust, support people and work
collaboratively than in a particular professional route. We welcome transferable
experience from housing, homelessness, community work, welfare, social care, support
services and other people-focused roles. Formal qualifications are helpful, but they are

not a substitute for the right skills, values and approach.

training,
and/or

volunteering,
qualifications
equivalent experience.

Area Essential Desirable

Qualifications Evidence of relevant | Relevant qualification in
knowledge and competence | housing, homelessness,
gained through employment, | community development,

social care, advice or support
work.

Experience/
Knowledge

Experience of working directly
with individuals or households
who require housing, tenancy
or community support.

Experience of assessing
needs, identifying risks and
agreeing appropriate actions

Experience of working with
people moving from
homelessness or temporary
accommodation.

Experience of outreach or
community-based support.

or support. Knowledge of Glasgow
housing, homelessness,
Experience of managing or | welfare and community
coordinating referrals, support | support services.
plans or a caseload.
Knowledge of trauma-
Experience of working with | informed practice, welfare
people who may be reluctant | rights or cash-first
to engage or who are | approaches.

experiencing difficult

circumstances.

Understanding of the factors
that can place a tenancy at
risk, including arrears,
financial hardship, isolation
and disengagement.

Awareness of safeguarding,
confidentiality, data protection
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and appropriate information

sharing.

Skills and Abilities

Strong communication and
interpersonal skills, with the
ability to build trust and
communicate sensitively with
a wide range of people.

Ability to undertake
assessments, identify
priorities and  coordinate
appropriate  support and
referrals.

Ability to work effectively with
colleagues and external
partner organisations.

Ability to organise and manage
a varied workload, maintain
accurate records and follow
agreed actions through to
completion.

Ability to exercise sound
judgement, including
recognising when  issues

require referral, escalation or
urgent action.

Competent in the use of
standard IT systems, including
email, word processing,
spreadsheets and case-
recording systems.

Experience of housing
management or CRM systems.

Personal Qualities

Empathetic, respectful and
non-judgemental approach.

Proactive and persistent while
respecting individual choice
and independence.
Reliable, organised and
accountable.
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Able to maintain professional
boundaries and
confidentiality.

Collaborative, flexible and
comfortable working across
office, community and home-
visit settings.

Commitment to equality,
diversity and inclusive service
delivery.

15



8. TERMS AND CONDITIONS

The following are the terms and conditions in relation to this role.

Salary £28,246 peryear (pro-rata to £16,947)

Hours 21 hours per week, 0.6 FTE

Contract type Fixed term to 31 August 2027, reflecting current funded period
Location Dennistoun, Glasgow

Annual leave

40 days (including public holidays)

Pension Matched employer contributions up to 13%
Probation 3 months
Disclosure Basic Disclosure may be required.

Pre-employment
checks

Right to work, references, qualifications, any required
professional registration and other checks relevant to the role.

Out of hours

The role may require attendance at evening or weekend
meetings and participation in emergency call-out arrangements
where required.
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9. HOW TO APPLY

To apply, please complete the Reidvale Housing Association application form and
return it to recruitment@reidvale.org.uk by the closing date.

In your application form, please tell us how you meet the person specification detailed
in this recruitment pack.

CVs will not be accepted in place of a completed application form. If you are interested
in the role on a secondment basis, or would like to discuss another suitable
arrangement, we would encourage you to contact William Bole before applying.

Who to contact

For an informal conversation about the role, or to discuss a possible secondment or
alternative arrangement, please contact William Boale, Head of Housing and
Communities, at william.boale@reidvale.org.uk.

17



10. SELECTION PROCESS

The selection process is designed to assess how you meet the essential criteria in the

person specification.

Closing Date

9:00 am, Monday, 19" October 2026

Shortlisting

Wednesday, 215t October 2026

Stage 1 Interview

Monday, 26" October 2026

18



11. EQUAL OPPORTUNITIES AND ACCESSIBILITY

Reidvale Housing Association is committed to equality, diversity and inclusion. We
welcome applications from people with different backgrounds, experiences and
perspectives, and we aim to make our recruitment process fair, respectful and
accessible.

Please tell us if you need the recruitment pack, application information or selection
process in another format, or if you require any reasonable adjustments to take partin
the process.

All appointments will be made on merit, based on the skills, knowledge, experience,
behaviours and values required for the role.

Data protection

Information provided as part of the recruitment process will be used only for
recruitment and employment purposes and will be handled in line with Reidvale
Housing Association policies and applicable data protection requirements. Our
recruitment privacy information is available on our website.
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