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	Position
	Tenancy and Community Engagement Officer 

	Division
	Tenancy Services

	Reports To
	Tenancy Services Manager (currently General Manager)

	Location
	[Griffiths/Parkes]/[Central Dubbo]/[Broken Hill]/[Brewarrina]

	Applicable Award
	Social, Community, Homecare and Disability Services Industry Award 2010 (SCHADS)

	Level
	Level 4

	Date:
	October 2025

	Approved by:
	



About MLAHMC

Who we are
MLAHMC Limited is the largest Aboriginal housing management organisation in NSW. Established in 2004 to manage the collective housing stock of 8 organisations, MLAHMC now manages between 600 and 800 properties in various communities stretching from Lithgow in the east, Wilcannia in the west, Wagga Wagga and Dareton in the south to Goodooga and Enngonia in the north. 

Our Vision and Purpose
As an Aboriginal organisation, our vision is for stronger and healthier families and communities through the provision of sustainable, quality housing and related services.

We exist to:
1. Provide effective and high-quality tenant-focused Aboriginal housing services. 
2. Involve Aboriginal people and communities in how we make our decisions.
3. Engage in business and community development, and provide training and employment services, to support our vision.
4. Build relationships based on confidence and trust with appropriate partner organisations and the wider community.
5. Be a viable and efficient Aboriginal controlled organisation that is accountable to its stakeholders.

Our Values
We achieve our vision, purpose and goals by:
· Compassion and respect for culture, community and each other, including for the privacy of tenants and communities.
· Transparency, accountability, integrity, and trust.
· Commitment – to our organisation, staff and community.
· Sustainability, quality and excellence in what we do.
· Innovation and leadership. 




Position Purpose

The Tenancy and Community Engagement Officer is responsible for delivering high-quality tenancy and property management services within a defined property portfolio. The role ensures compliance with MLAHMC policies, the Residential Tenancies Act 2010 (NSW), and cultural obligations to Aboriginal tenants and communities.

This position also plays a key role in supporting tenants to sustain their housing through proactive engagement, early intervention, and connection to community and support services. The Officer acts as the local face of MLAHMC, fostering trust, promoting wellbeing, and ensuring that tenancies are managed with fairness, transparency, and cultural respect.

Key Accountabilities

Tenancy Management and Compliance
· Administer and manage tenancy agreements, rent, and bond arrangements in line with legislation and organisational policies.
· Conduct property inspections (entry, routine, and exit) and ensure all reports, condition records, and correspondence are completed accurately and on time.
· Monitor rent accounts, apply rent management strategies to minimise arrears, and escalate complex cases appropriately.
· Maintain accurate tenancy records, documentation, and system data to support NCAT proceedings, registration, and reporting obligations.
· Ensure all tenancy activities meet compliance, registration, privacy, and safety standards.

Community Engagement and Tenant Support
· Build respectful and trusting relationships with tenants, families, and communities grounded in cultural awareness and understanding.
· Support tenants to sustain their tenancies by providing information on rights and responsibilities, and connecting them to relevant community and support services.
· Undertake welfare checks and respond sensitively to tenant concerns, referring complex issues to the General Manager or relevant agencies as required.
· Represent MLAHMC in community meetings and events to strengthen relationships and promote positive engagement.

Repairs, Maintenance, and Property Standards
· Observe and report property maintenance issues identified during inspections or tenant visits to the Assets Team for action and follow up.
· Verify completion and quality of repairs when on site and provide evidence and feedback to the Assets team.
· Record and escalate any health, safety, or compliance risks to the Assets Team or General Manager in line with organisational procedures.
· Support tenants to understand and meet their responsibilities for property maintenance and prompt repair reporting.



Administration and Reporting
· Maintain accurate and timely tenancy and property data within the tenancy management system.
· Prepare correspondence, reports, and documentation to support operational decisions and tribunal processes.
· Provide regular reports and updates to the Manager on tenancy performance, arrears, and community issues.
· Participate in team meetings and contribute to continuous improvement of tenancy systems, policies, and procedures.

Capabilities and Attributes 

Essential
· Aboriginality — this is an identified position under Section 14(d) of the Anti-Discrimination Act 1977 (NSW). Applicants must be of Aboriginal or Torres Strait Islander descent and be accepted by their community.
· Demonstrated understanding of Aboriginal cultural beliefs, values, and the impact of housing on Aboriginal communities.
· Certificate IV in Social Housing (or willingness to obtain).
· Demonstrated experience and knowledge of housing and tenancy, community, or property related services.
· Understanding of confidentiality, privacy, and professional boundaries when working with tenants and communities.
· Strong interpersonal and communication skills, with the ability to engage respectfully with tenants and community members.
· High level of attention to detail, organisational skills, and ability to manage competing priorities.
· Competence in Microsoft Office and capacity to learn new systems.
· Sound decision-making within defined policies and legislation.
· Current NSW Driver’s Licence and ability to travel.
· National Criminal History Check and Working with Children Check (or willingness to obtain).

Desirable
· Experience in social or Aboriginal community housing.
· Understanding of the Residential Tenancies Act 2010 (NSW) and tribunal processes.
· Experience maintaining tenancy and compliance documentation for legal proceedings.

Personal Attributes
· Customer Focused Service – Places tenants and communities at the centre of all activities, delivering culturally responsive, high-quality service.
· Trust and Reliability – Demonstrates integrity, sound judgment, and the ability to be trusted to work independently and deliver outcomes with minimal supervision.
· Adaptability and Initiative – Demonstrates flexibility and resourcefulness when working across both office and field environments, adjusting priorities to maintain service delivery.
· Effective Communication – Communicates clearly and respectfully in both written and verbal forms, actively listens, and manages conflict constructively.
· Emotional Resilience – Maintains professionalism and empathy when managing sensitive or challenging enquiries.
· Teamwork and Collaboration – Works cooperatively with colleagues, tenants, and stakeholders to achieve shared goals and contribute to a positive workplace culture; actively contributes to organisational priorities beyond their immediate portfolio when required.
· Accountability and Problem Solving – Takes ownership of decisions and outcomes, applies a solutions-focused mindset, and learns from feedback.
· Commitment to Continuous Improvement – Identifies and raises opportunities to enhance service delivery and adapts to organisational change.
· Governance and Compliance Awareness – Applies policies, procedures, and legislative requirements consistently and transparently, identifying and promptly reporting risks or compliance issues.
· Professional Growth – Maintains up-to-date knowledge of housing legislation, sector trends, and community needs and invests in ongoing development.

Role Parameters and Challenges
· Operates across both office and field environments, requiring regular travel to Aboriginal communities within the allocated portfolio.
· Administrative duties may be performed in the field to ensure timely, accurate service delivery and tenancy documentation.
· Involves direct contact with tenants, families, and community members, including managing sensitive or complex issues.
· Requires sound judgment, self-management, and the ability to work autonomously within delegated authority and organisational frameworks.
· Officers are expected to demonstrate flexibility and contribute to organisational priorities, including supporting other teams and portfolios as required.

Organisational Conduct and Contribution
As a representative of MLAHMC, every team member plays a vital role in upholding our cultural, ethical and professional standards.
· Model MLAHMC values, cultural protocols, and professional standards in all work.
· Comply with MLAHMC policies, procedures, and codes of conduct.
· Operate within financial and decision-making authorities and delegations and maintain accurate records of decisions and actions.
· Identify and promptly report risks, incidents, compliance or system issues to the Office Manager or General Manager.
· Represent MLAHMC positively in all community and stakeholder interactions.
· Foster trust, respect, and cultural safety in all engagements with tenants, colleagues, and partners.
· Contribute to organisational goals by collaborating with colleagues and assisting across regions when required.
· Support continuous improvement by providing constructive feedback to enhance systems, processes and service delivery.


Acceptance
The above statements are intended to describe the general nature and level of work being performed by the incumbent of this job. They are not intended to be an exhaustive list of all responsibilities and activities required of the position.
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