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		Tenancy Services Officer Position Description





	POSITION:
	Tenancy Officer

	CLASSIFICATION:
	Social, Community, Home Care and Disability Services Industry Award, Level 4

	REPORTS TO:
	Operations Manager, MCM Housing

	DATE  CREATED:
	September 2026


	

	ORGANISATIONAL ENVIRONMENT

	MCM is a leading community support organisation working alongside Victorian communities and families and individuals to live the life they aspire to, their way, providing a broad range of support in homelessness, disability, palliative care, youth housing, community services, family violence, education and inclusive employment service areas. MCM is a leading provider of specialist services for young people experiencing homelessness, providing wraparound support so they can transition to autonomy and their positive pathways of choice.

MCM comprising MCM Services, Hester Hornbrook Academy, MCM Housing and Quantum Support Services work together to disrupt disadvantage and create positive change for Victoria's most vulnerable people.


	DIVERSITY, EQUITY OF ACCESS, AND INCLUSION

	MCM is committed to inclusion, equity of access and diversity. We know that diversity helps us to innovate and make the biggest impact possible. Our DEI Strategy On for Inclusion supports and drives an inclusive workplace culture. We recognise that many people continue to face systemic barriers within an employment context, particularly those from First Nations, culturally and linguistically diverse, disability and LGBTIQA+ communities. We are committed to inclusivity and want to continue to learn from and grow our diverse workplace culture. This includes supporting your individual employment needs wherever reasonably possible.


	POSITION CONTEXT

	The Housing Registrar registered MCM Housing in December 2021 as a provider of accommodation services to youth. MCM Housing aims to prevent and disrupt cycles of disadvantage throughout people’s lives by providing affordable housing. 
MCM Housing will become the leading community housing organisation for young people in Victoria. We will develop innovative, sustainable, and scalable housing models for young people. 
Our housing models will address the specific challenges faced by younger people and recognise the ongoing value created when young people are supported to improve the trajectory of their lives.




	POSITION PURPOSE

	Reporting to the Operations Manager, MCM Housing, the Tenancy Services Offer supports the delivery of tenancy and property management services across the MCM Housing portfolio, with a primary focus on the South and Eastern Metro Melbourne area. The role undertakes a range of tenancy-related administrative and operational tasks and works within established policies, procedures, legislative requirements, and regulatory frameworks.
The Tenancy Services Officer contributes to effective tenancy management by providing responsive, professional support to tenants and assisting with tenancy management processes. Working as part of a team, the role supports positive tenant outcomes through quality customer service, effective communication, and collaboration with internal and external stakeholders.
The Tenancy Services Officer is often a key point of contact for tenants and is committed to providing respectful, timely, and customer-focused service. The role also supports the development of positive working relationships with colleagues and partner agencies to enhance the support and services available to tenants.
This position operates at the Self Leadership level in the MCM Leadership Capability Framework.


	POSITION DUTIES AND RESPONSIBILITIES

	Tenancy Management & Client Support
· Provide tenancy management services in accordance with MCM Housing policies, procedures, and the Residential Tenancies Act.
· Build positive relationships with tenants and provide information on tenancy rights, responsibilities, and available supports.
· Identify tenancy issues early and implement appropriate support strategies to help sustain tenancies.
Property Management & Maintenance Coordination
· Coordinate property maintenance requests and liaise with the Facilities Team to support safe and well-maintained housing.
· Conduct routine tenancy management activities, including inspections, documentation, correspondence, and record keeping.
· Work collaboratively with internal teams and external support services to support positive tenant outcomes.
Stakeholder Engagement & Service Coordination
· Liaise and collaborate with internal teams, support services, community agencies, contractors, and other stakeholders to support coordinated service delivery and positive tenant outcomes.
· Assist with tenancy-related matters requiring formal action, including preparing documentation, gathering information, and supporting representation processes in accordance with organisational procedures and delegated authority.
Compliance, Administration & Continuous Improvement
· Prepare and maintain accurate tenancy records, reports, and documentation in line with organisational and legislative requirements.
· Assist with tenancy matters requiring formal action, including the preparation of documentation for VCAT and other tenancy processes.
· Contribute to maintaining compliance with service standards, regulatory requirements, and MCM Housing registration obligations.
· Participate in team meetings, supervision, training, and continuous improvement activities.

Decision-Making, Influence and Impact
· Exercise judgement in routine tenancy and property management matters within approved policies, procedures, and delegated authority.
· Escalate complex, sensitive, or high-risk matters to the Operations Manager or delegate.
· Provide information and recommendations to support tenancy and service delivery decisions.
Generic and Compliance Responsibilities
· Work as a constructive team member, including building and maintaining positive interpersonal relationships.
· Apply the Organisational Commitments and Requirements (detailed below), including Child Safety and Safety of Vulnerable People, Workplace Health and Safety, Operational Accountability, Diversity, Equity of Access and Inclusion, and Position Description Maintenance.
· If approved to work from home, comply with all the requirements in the MCM Working from Home Workstation Self-assessment Checklist.
· Demonstrate MCM’s Values (detailed below).
· Ensure services are delivered within the framework of MCM’s policies and procedures, legislative requirements, relevant service standards, and MCM’s Code of Conduct, and MCM’s Values.
· Comply with all aspects of MCM’s Cybersecurity strategy and associated procedures, guidelines and required professional standards and practices.
· Comply with MCM’s Employment Safety Screening Procedure.
· Perform other duties and responsibilities within the scope of the employee’s skills, competence and training as directed by a person in any more senior role within MCM.


	KEY SELECTION CRITERIA

	Essential Criteria
· Relevant qualification in Human Services, Social Sciences, Community Services, Housing or a related discipline, together with relevant experience or substantial relevant experience demonstrating an equivalent level of knowledge and expertise.
· Demonstrated knowledge of, or ability to develop knowledge of, current issues, trends and programs relating to youth homelessness.
· Demonstrated experience in tenancy management, housing, property-related administration or a related community services environment, including the application of relevant policies, procedures and legislative requirements.
· Demonstrated ability to exercise initiative, identify issues and seek appropriate guidance when managing tenancy matters and supporting positive tenant outcomes.
· Understanding and ability to implement appropriate procedures and strategies to deal with crisis situations.
· Well-developed written and verbal communication skills, including the ability to represent MCM Housing at internal and external meetings.
· Well-developed written and verbal communication, negotiation, interpersonal and conflict resolution skills.
· Ability to work collaboratively with other organisations in both formal and informal partnerships to achieve client outcomes.
· Passion for the disadvantaged and their right to equal access to opportunities and resources, particularly as they relate to housing access.
· Demonstrated capacity to work flexibly and manage competing demands.
· Computer literacy, including proficiency in the Microsoft suite of programs.
· Internet-enabled device for Time & Attendance when working offsite.

Essential Safety Screening Requirements:
· Proof of Identity Check
· National Police check
· International Police check
· Current Victorian Working with Children Check (Employee)
· Current Victorian Drivers Licence
· Right to work in Australia

Desirable: 
· Understanding of the Residential Tenancies Act 1997 (Vic) and community housing practice.
· Experience in tenancy, property, housing or community services administration.
· Knowledge of issues impacting young people experiencing or at risk of homelessness.
· Experience working within a regulatory, compliance, or customer service environment.
· Relevant qualification or progress towards a qualification in Community Services, Human Services, Social Sciences, Housing or a related field.


	POSITION AUTHORITIES

	Supervision or Direction Required
The Tenancy Services Officer works under general supervision from the Operations Manager, MCM Housing. The role is responsible for undertaking routine tenancy and property management activities in accordance with established policies, procedures and legislative requirements, seeking guidance on complex or unusual matters.
Planning
Manages own workload and priorities to deliver tenancy and property management services within agreed timeframes, organisational policies and delegated authority, escalating complex matters as required.
Freedom to Act
Exercises judgement and initiative in resolving routine tenancy matters within established guidelines and delegated authority, escalating complex issues as required.
Assistance to Higher Level
Provides advice and information on routine tenancy matters and contributes to ongoing improvements to tenancy management processes and service delivery.

	KEY RELATIONSHIPS

	This position may have relationships with a diverse range of MCM employees, external service providers, organisations and stakeholders within the community, with the view to providing the most appropriate and effective services and supports to the people they support. Examples include:

	Internal Relationships
	MCM Services staff
Corporate Services staff
MCM Executive team 
	External Relationships
	· Relevant stakeholders from the housing and homelessness sector

	

	OUR VALUES

	Employees are expected to commit to and demonstrate MCM’s values: 

	
Together

	We are inclusive and accepting of difference
We work in highly effective teams and our people are connected across our organisation
We engage proactively with others to deliver outcomes

	Courageous
	We speak up constructively in line with our convictions
We pursue our goals with determination
We are passionate about our advocacy role

	
Curious

	We are inquisitive and ask why
We challenge the status quo
We actively explore the alternatives

	Open
	We are transparent and have genuine, honest interactions
We listen and hear people’s voices
We value and respect the autonomy of clients
We trust one another

	Accountable
	We act safely in all our interactions
We manage within our financial and resource boundaries
We own our outcomes and decisions
We are proud of the work that we do

	

	ORGANISATIONAL REQUIREMENTS AND COMMITMENTS

	Child Safety & Safety of Vulnerable People
MCM is a Child Safe Organisation, committed to the safety and wellbeing of children, young people, people with disability, and other vulnerable people. We have zero tolerance of abuse and neglect of all vulnerable people. MCM is committed to providing a safe environment in which children and vulnerable people are protected from violence, abuse and neglect. All employees must:
· Comply with the Child Safe Standards at all times.
· Maintain a safe environment in which children and vulnerable people are safe at all times.
· Actively prevent, and immediately report to MCM, any violence, abuse or neglect of any child or vulnerable person.

Workplace Health & Safety
MCM’s has zero tolerance for compromised worker safety. We endeavour to provide a working environment that is safe for all employees and people who use our services. As an employer, MCM adheres to Occupational Health & Safety regulations. All employees must:
· Comply with all MCM policies related to Occupational Health and Safety in the workplace. 
· Take reasonable care of their own health and safety, and the health and safety of their colleagues, service users, and others who may be affected by the employee’s acts or omissions in the workplace.
· Immediately report to MCM any hazards or incidents.

Code of Conduct and Operational Accountability
MCM is committed to operating efficiently and ethically and remaining operationally and financially sustainable. All employees must:
· Operate within the requirements of MCM’s accreditations, registrations, policies and procedures, Code of Conduct, and regulatory guidelines.
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