
 
New England and Western Tenants Advice and Advocacy Service 

Tenant Advocate 
Part-time Position 

 

We are seeking a highly motivated individual to fill a position as a Tenant Advocate. The successful 
applicant will be located in our Tamworth office, following a three month induction period working 
from our Armidale office.  

NEWTAAS provides advice, advocacy, Tribunal representation and education on tenancy law to 
tenants in the northern and western regions of NSW. The area covered includes the New England, 
North Western and Far Western regions of NSW.  

Selection Criteria: 

 Demonstrated skills in advocacy, negotiation and representation 
 Demonstrated skills in case management, including record keeping and comprehensive case 

notes 
 Proven communication, interpersonal and administrative skills 
 Good computer skills, including word processing, data entry and Internet experience 
 Experience in dealing with clients with intellectual disabilities, clients from Indigenous and 

non-English speaking backgrounds, and clients from disadvantaged circumstances 
 Demonstrated ability to work cooperatively as part of a community based team 
 Ability to effectively undertake and deliver community education initiatives 
 Ability to effectively participate in relevant tenancy law reform initiatives 
 Current driver's license 
 Tertiary qualifications in a related discipline such as Law, Social Work or Community 

Welfare are desirable 

The position is available for 28 hours per week. Some negotiation of the days and hours of work 
may be possible with the Service Manager. The position is paid under the SCHADS Award at 
Grade 5. NEWTAAS is a registered charity, and salary sacrificing is available.  

Applicants are advised that significant training will occur over the first twelve months of the 
position.  

For the first three months of employment, the successful applicant will be required to work from 
our Armidale office.  

The successful applicant may be required to work additional hours to meet service delivery 
requirements. Interviews for the position are proposed for the week commencing 24 November 
2020.  

Please indicate your availability for travel within New South Wales generally in your application.  

Applicants holding a current Australian practicing certificate are advised that it must be 
relinquished as a condition of employment.  

Applicants must address the selection criteria to be considered for the position. 

Applications may be sent by email to newtaas.sm@gmail.com or by mail to: 



Selection Panel 
NEWTAAS Inc. 
Minto 3 
161 Rusden Street 
ARMIDALE NSW 2350 

Applications close 20 November 2020. 



Information Package for applicants for the position: 
 

Tenant Advocate 
 

New England and Western Tenants Advice and Advocacy Service Inc.  
 

Thank you for your enquiry concerning this position.  Enclosed are documents that will assist you 
to gain a greater understanding of the requirements of the position and to lodge a formal 
application. 
 
This position is part-time and will be located in our Tamworth office.  Some travel will be required 
within the region, which covers the New England, North Western and Far Western areas of the 
State.   
 
The New England and Western Tenants Advice and Advocacy Service Inc. will select on merit 
only. The highest-ranking applicant will be offered the position.  
 
To lodge a formal application you will need to: 
1. Provide a statement detailing how you meet each of the selection criteria, 
 
2. Provide a current resume outlining your work experience and any qualifications you possess, 
 
3. Provide two referees with current contact phone numbers, 
 
4. Provide your address and daytime phone contact details. 
 
All formal applications are to be received by 5pm on Friday, 20 November 2020.  
 
Applications should be marked Confidential and emailed to newtaas.sm@gmail.com 
 
Candidates who do not have email access should mail to:  

Selection Committee 
NEWTAAS Inc. 
Minto Building 3 
161 Rusden Street  
Armidale NSW 2350 

 
We expect that interviews for the position will occur the week commencing 24 November 2020.  
 
Thank you for your interest in this position. 
 
Yours sincerely, 

 
KerryAnn Pankhurst 
Service Manager 
New England and Western Tenants Advice and Advocacy Service 



NORTHERN AND WESTERN REGION 

TENANTS ADVICE AND ADVOCACY PROGRAM 

 
BACKGROUND INFORMATION 

 
PROGRAM PURPOSE: 

The Tenants Advice and Advocacy Program (TAAP) is administered by the Department of Fair 
Trading.  The TAAP provides funding for the operation of tenancy advice and advocacy services to 
tenants throughout New South Wales.  Funding of the program assists the Department in meeting 
the objectives of promoting fairness in the market place and ensuring consumer protection.  The 
funding sources for the TAAP are the Rental Bond Board Interest Account and the Property 
Services Statutory Interest Account. 
 
The TAAP funds both ‘direct’ and ‘resource’ services.  The New England and Western Tenants 
Advice and Advocacy Service has been funded to provide a ‘direct’ service since September 2002 
in the Northern and Western regions of NSW. NEWTAAS is currently funded to 30 June 2022.  
 
The objectives of TAAP ‘direct’ services are: 
 

 to assist tenants understand their rights and responsibilities under relevant legislation, 
primarily the Residential Tenancies Act 2010, Residential (Land Lease) Communities 
Regulation 2015, the Civil and Administrative Tribunal Act 2013 and associated Regulations 
(referred to collectively in these Guidelines as ‘the legislation’) and any subsequent 
amendments or legislation that replaces these Acts;  
 

 to assist tenants to achieve satisfactory resolution of tenancy problems and disputes with a 
focus on achieving resolution through negotiation;  
 

 to assist tenants in the preparation of cases for NSW Civil and Administrative Tribunal (the 
Tribunal) hearings;  
 

 to provide advocacy on behalf of tenants at the Tribunal with a focus on assisting tenants in 
conciliation between parties;  
 

 to provide advocacy at Tribunal hearings when conciliation between parties has not 
succeeded including the provision of duty advocacy, where appropriate; and  
 

 to provide appropriate referrals to other service providers.  
 
Direct services provide: 
 

 information and advice to tenants on their rights and responsibilities under the legislation 
and options available for the resolution of disputes;  

 assist tenants in the resolution of disputes with a focus on achieving negotiated and/or 
conciliated outcomes, where appropriate;  

 assistance, representation and advocacy for tenants in relation to Tribunal claims;  



 refer tenants, as appropriate, to other services with a view to providing a holistic approach, 
particularly when dealing with vulnerable tenants; and  

 community engagement to assist in promoting improved outcomes for tenants.  

 

PROGRAM OPERATION 
 

Primary Role 
 
The primary role of direct services is to provide tenancy advice and associated casework.  This 
includes the provision of telephone and/or face-to-face information and advice, provision of tenancy 
information materials, advocacy, assisting the preparation of materials for, and representation at the 
Tribunal.  This primary role includes data collection on service usage, service promotion and the 
development of service delivery goals and strategies related to tenancy advice and associated 
casework.   
 

Secondary Role 
 
A secondary role of direct services is the delivery of community education activities on tenant 
rights and responsibilities.  Community education activities include identifying relevant target 
groups, the preparation of relevant materials, conducting information sessions and collecting data 
on participation and outcomes. 
 

Additional Functions 
 
The service will also be responsible for a range of additional functions associated with service 
delivery and compliance with funding requirements.  These functions include participation in 
Network housing policy development, financial management, development and review of service 
management systems including staff supervision, staff training and professional development, 
administration and reporting against the TAAP performance management framework.  
 
 

TARGET GROUPS 
 
Direct services provide assistance to all types of renters including: 
 

 Private tenants 
 Public housing tenants 
 Community housing tenants 
 Aboriginal housing tenants 
 Residents of residential parks 
 Boarding house residents 
 
There is a focus on the most vulnerable in the community on the basis of financial and social 
disadvantage 



 
In determining service delivery strategies direct services aim to promote access for low income, 
high risk and special needs population groups.  The concentration of such groups will vary within 
the region but may include: 
 
 

 Tenants whose main source of income is a pension or benefit 
 Aboriginal or Torres Strait Islander tenants 
 Tenants from non-English speaking backgrounds 
 Residents of residential parks, particularly ‘renter renters’ (residents who rent both a 

caravan/mobile home and the site it is situated on) 
 Older tenants 
 Young people, especially students 
 Tenants in supported accommodation 
 Tenants with physical, intellectual, sensory or psychiatric disabilities 
 Newly arrived students, migrants and refugees 
 Boarding house residents. 

 
 
SERVICE DELIVERY STRATEGIES 
 
Direct services employ a range of appropriate strategies to ensure adequate service delivery to their 
regions.  Current and potential strategies include: 
 

 1800 (freecall) number – this strategy has particular relevance in rural and remote regions 
that cover extensive regions. The Northern and Western Region is covered by the number 
1800-TENANT  (or 1800 836 268) 

 Outreach offices located in Dubbo and Tamworth providing phone and face-to-face advice 
on a part-time basis. 

 Conducting ‘circuits’ within the region to provide face-to-face advice and community 
education opportunities in major population centres. 

 Promoting access for clients to fax machines and email in regional venues to assist in the 
efficient transfer of documents 

 Placement of tenancy resource folders in libraries and other venues throughout regions 
 Identifying key agencies within the region with the capacity to provide basic tenancy 

information and appropriate referral 
 Providing information and advice via email and website. 
 Undertaking a duty advocate role at major Tribunal venues 

 
 
TRAINING 
 
A range of training programs are available to Tenant Advocates through the Tenants Union of 
NSW.  Training will be provided to staff appointed to the TAAP covering the application of 
legislation, service delivery and representation of clients before the NSW Civil and Administrative 
Tribunal. 
 
 

  



 
 

New England and Western  
Tenants Advice and Advocacy Service Inc.  

 
Position Description 

 
Tenant Advocate Tamworth  

_____________________________________________________________________ 
 
Status  Permanent Part-Time  
 
Supervisor NEWTAAS Service Manager 
 
 
Hours The position is for 28 hours per week, with the days worked per week by 

arrangement with the Service Manager and subject to the needs of the service. There 
is some capacity to negotiate days worked. Working hours are 9am to 5pm with one 
hour for lunch to be taken between 12-2pm. Some flexibility may be required to meet 
the Service’s Tribunal commitments.  

 
Salary The position operates under the Social, Community, Home Care and Disability 

Services Industry Award 2010, and is classified as a social and community services 
employee level 5. Salary is paid under the transition provisions for the Social and 
Community Services Award NSW. Pro-rata annual and sick leave as per award 
conditions.  Travel reimbursement for work purposes as per award. NEWTAAS Inc. 
is a registered charity with FBT exemption and Salary Sacrifice is available.  

 
Location The position will be located in the Armidale office for the first three months. After 

completion of this training period, the position will be delivered from our Tamworth 
office. This is a regional position, and the area to be serviced is the northwestern 
region of New South Wales. 

_____________________________________________________________________ 
 
 
PURPOSE OF POSITION:   
 
Provision of tenancy advice information, representation and associated casework across the Service 
region of New South Wales.  
 
Tenant Advocates provide information, advice and assistance to tenants to resolve their issues with 
their landlords and agents. NEWTAAS Tenant Advocates are committed to promoting the rights 
and responsibilities of tenants, and assistance may range from telephone calls providing 
information, referrals to other services, face-to-face appointments, advocacy to the landlord on 
behalf of the tenant, and representing the tenant in the NSW Civil and Administrative Tribunal. 
Tenant Advocates will assist people with a wide range of life circumstances and experiences, and 
diverse skills and abilities.  
 
A secondary role is the delivery of community education activities on tenant rights and 
responsibilities as a part of the Service’s structured program.  
 
 



DIMENSIONS OF THE POSITION: 
 
The Tenant Advocate will be required to exercise substantial responsibility for the delivery of 
specialised advice, advocacy and representation. The Tenant Advocate will have responsibility for 
case work, and work under general supervision only following the initial training period. 
 
 
TRAINING: 
 
Significant training will be provided as necessary to the successful applicant online and in Sydney 
as part of the Tenants Union training program. Direct supervision and support will be provided over 
the first twelve months. Employment is conditional upon the ability to attend the training as 
directed.  
 
 
RESPONSIBLE TO: 
 

1. The NEWTAAS Service Manager 
 
 
 
Common staff responsibilities: 
 
Along with all other staff, the worker will be responsible for the following: 
 
a) Participation in listing of phone calls, faxes and emails on the callback central diary. 

 
b) Participate with the general day to day administration of the Service. 

 
c) The carriage and conduct of the work of other staff during periods of leave. 

 
d) Participation in provision of regular reports to management and staff meetings. 

 

e) Attendance and participation in staff meetings when they occur on a rostered work day, policy 
and staff days. 
 

f) Assist in the preparation of submissions and reports to funding bodies, as required, including the 
maintenance of statistics. 
 

g) Work cooperatively with other staff to manage the caseload. 
 

h) Carry out such other duties as may be reasonably required by the Service Manager. 
 
 



Specific Position Duties 
 

1. Casework: 
 
Provide a general tenancy service for individuals within the Service’s catchment areas, including: 
 
a) Providing information, advice and casework services as applicable including participating in the 

Service’s outreach program. 
 

b) Assisting tenants to understand their rights and responsibilities under relevant legislation.  
 

c) Assisting tenants to enforce their rights under the legislation through the provision of tenancy 
information, advice, advocacy and representation on their behalf. 
 

d) Assisting tenants achieve satisfactory resolution of tenancy problems and disputes. 
 

e) Ensuring the completeness of casework files, data sheets and other reporting requirements. 
 

f) Monitoring and reporting, where applicable, any significant occurrences or trends emerging 
from service delivery casework. 

 
g) Undertake appropriate professional development activities to maintain and enhance knowledge 

and skills. 
 
  
 
2. Community Education:  

 
a) Assess the needs of tenants in the area with the assistance of other agencies and assist in designing 

community education programs to address these needs. 
 
b) Deliver community legal education in conjunction with other workers to tenants within our 

catchment area, particularly high needs groups. 
 
c) Develop and maintain along with other members of the tenancy team information and resources 

in relation to the rights of tenants under the law. 
 

d) Collect and collate data on participation and outcomes.  
 
 
3. General: 
 
a) Assist in the preparation of reports for the Office of Fair Trading and other stakeholders in 

conjunction with other staff. 
 
b) Assist in tasks shared by all staff. 
 
c) Assist in training and supervision of new staff and volunteers as required. 
 
d) Represent the Service at meetings of the Tenants’ Advice and Advocacy Program (TAAP) 

network and community interagencies as required. 
 



e) Contribute to the policy work of the tenancy service including attendance at TAAP sub-committee 
meetings and preparation of submissions as required.  

 
f) Comply with Work Health and Safety and access and equity standards.  
 
 
 
Selection Criteria: 
 
 Demonstrated skills in advocacy, negotiation and representation 

 
 Demonstrated skills in case management, including record keeping and comprehensive case 

notes 
 

 Proven communication, interpersonal and administrative skills 
 

 Experience in dealing with clients with intellectual disabilities, clients from Indigenous and 
non-English speaking backgrounds and clients from other disadvantaged circumstances 

 
 Demonstrated ability to work cooperatively as part of a community based team 
 
 Ability to effectively undertake and deliver community education initiatives 

 
 Ability to effectively participate in relevant tenancy law reform initiatives 

 
 Excellent computer skills, including word processing, data entry and Internet experience 

 
 Current driver’s license 

 
 Tertiary qualifications in a related discipline are desirable. Legal or Community Work 

qualifications are highly desired.  
 
 

 


