
 

 

L&Q Group 

Role title Tenancy Progression Coordinator – RtB, IMR, LLR Date 23 

Reports to Title Tenancy Progression Manager Version 6 

Role Persona Agile  

DBS Disclosure 
Required: 
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d 
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d 
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Responsibility for End Results 

Purpose of role 

Progress and coordinate tenancy applications for the London Living Rent team.  
Manage and maintain up to date records on the progress of each file.  
Maintain a database of live applications and progression of files through the lettings process 
efficiently to minimise void periods and maximise income.  
Ensure all completed files adhere to internal policies and procedures as well as any external 
regulatory compliance requirements.  
Provide support to the Lettings and Property Management teams and improve the customer move 
in journey.  
 

 
 

Key Responsibilities / Deliverables: 

Main Accountabilities:  List the major activities or functions necessary to achieve the 
job’s end results.  The percentage of time spent on each of these should add up to 100%.  

Time 
(%) 

1. Leadership and management including customer service/ values 

 

     Administer new tenancies as allocated by the Tenancy Progression  Manager  from the 

point of expression of interest until move in adhering to relevant deadlines and set 

KPIs. 

25 

2. Strategy/ achieving objectives 

 

Manage the tenancy referencing process ensuring all outstanding references are 
regularly chased in a timely manner.  

Ensure that we are in receipt of completed and passed references for new tenants prior 
to the move-in and all systems records are up to date. 

Increase customer satisfaction levels through effective management of the move in 
process for each customer.  

Ensure a high level of surveys are completed with satisfactory comments. 

 

 

15 

3. Working with others – internal 

 

Ensure regular communication with tenants as well as internal stakeholders such as 
Lettings Associates and Property Management in relation to the progression of Lettings 
applications. 

Work with stakeholders to ensure that all properties are at the appropriate (ready to let) 
RTL standard prior to customer occupation.  

 

15 



 

 

 

4. Working with others – external 

 

Manage incoming enquiries by telephone and email. Acting as the point of contact for 
customers during the referencing and pre-tenancy process.  

Ensure high levels of customer service and professionalism at all times and when 
considering all forms of communication i.e. written and verbal. 

Act as key L&Q contact for external organisations such as Specialist Mortgage 
Advisers (SMA’s) and referencing agencies. 

 

 

10 

5. Budgetary responsibility 

 

Ensure costs are minimised and income maximised by effective management of the 
application process. 

Identify areas where efficiencies can be made and raise awareness of the same 
through communication with management team.  

 

5 

6. Compliance 

 

Ensure compliance and control in respect of governance and adherence to relevant 
statutory and regulatory provisions.  

Manage risks associated with areas under the jobholder’s control such as ensuring all 
assured shorthold tenancies are prepared in the correct manner and authorised with 
management before final sign off.  

Maintain and utilise up to date knowledge and comply with all Lettings legislation 
including registering deposits under the Government Tenancy Deposit scheme. 

 

5 

7. Records and systems 

 

Maintain an update database in relation to all live applications.  

Ensure systems are kept up to date with the status of each file and each application is 
checked against the internal process prior to key release.  

All files need to be GLA compliant (Homes England compliant in the case of RTB) as 
well as authorised by management before final sign off. 

 

 

10 

 

8. Risks 
 
Responsible compliance when drafting and issuing tenancy documentation. 
Responsible for compliance with policies and procedures when taking customer 
payments relating to the tenancy/move in as well as setting up Direct Debits for 
ongoing rental payments to the L&Q group. 
Ensure vigilance against potential tenancy fraud / misrepresentation for all new 
applications highlighting the same to management and appropriate internal 
stakeholders.  

15 

Financial Responsibility: Enter below any revenue, operating or capital budgets for which the role 
is accountable. 



 

 

Responsible for taking reservation payments from applicants by card over the phone using card 
payment processing software.  
Payment equivalent to one week's rent.  
In addition, payments equivalent to one month's rent and 5-week deposit need to be taken and held 
in L&Q account before tenant moves in. 

People Responsibility:  
Indicate below the number of employees for which the role has supervisory / management 
responsibility.  If the number varies, indicate an average or a range.  

 
Direct 

Reports 
Indirect 
Reports 

Total Employees 
0 0 

Please list below any outsourced service providers that are managed by the role (e.g. payroll), or 
any functional / project management responsibilities. 

 

 

Technical Knowledge/Skills  

List of technical knowledge/ skills required to successfully perform the job role; including 
professional qualifications 

• Previous experience tenancy 
progression experience in a public or 
private organisation. Essential. 

• Work to strict process and routine. 

Essential. 

• Strong Administration with a keen 
attention to detail within a similar 
organisation. Essential. 

• Professional presentation and an 

enthusiastic and responsible attitude to 

work. Essential. 

• Ability to negotiate tenancy 
agreement terms. Essential. 

• Excellent diary management and time 
management skills with a proven tarck 
record of  meeting or exceeding KPIs / 
targets. Essential. 

• Knowledge of the London Letting 
market. Essential. 

• Ability to work as part of a team. Essential. 

• Exceptional customer service skills 
Essential. 

• Demonstrate commercial and Financial 
Acumen Essential. 

• Exceptional organisation skills 
Essential. 

• Numerate with excellent IT skills, MS office 
suite and databases. Essential. 

At L&Q our values are: 

We step up 
We take the right action to achieve our purpose: 

• I help my colleagues get the job done well 

• I prioritise tasks that will make the biggest difference 

• I learn from what’s gone before 

 

We see things through 
We take ownership to get to the best solutions for all residents and customers: 

• I use processes to deliver reliable, repeatable and consistent services 

• I make the most of the expertise we have 

• I share what I’m doing with others 

Commented [CM1]: No more than 12 and highlight 

which are essential and which are desirable.  Include any 

professional qualifications or sector/industry experience 

required.  Avoid specifying a number of years’ 

experience. 

 



 

 

 

We support each other 
We do it with care to make things better for everyone: 

• I speak up to champion our culture 

• I ensure people are heard and valued 

• I give and ask for feedback so we can all improve 

Other  

We commit to supporting L&Q's environmental policy and social mission 
We comply with all L&Q Health and Safety policies and procedures and commit to working 
towards best practice in the control of health and safety risks 
  

 


