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[bookmark: _Hlk99705471]JOB TITLE:                      	Resident Engagement Officer    	 

RESPONSIBLE TO:	Resident Engagement Manager    

PURPOSE

To make a measurable, positive difference to TCH residents and help meet the businesses’ and regulatory objectives by championing resident engagement and co-creation of services with residents ensuring the ‘resident voice’ features in all customer-facing and non-customer facing services.

KEY RESPONSIBILITIES

· Lead on engagement activities, promoting innovation and good practice across the organisation, including any new approach such as Co-Creation in the design of service improvements. 
· Support in the promotion and production of marketing and advertising materials for engagement events. 
· Assist the Resident Scrutiny & Policy Manager with facilitating the Scrutiny Panel and scrutiny events. 
· Facilitate resident involvement events in collaboration with operational teams. 
· Provide support to TCH staff in dealing with and understanding resident engagement feedback by sharing good practice and providing information on key trends and themes to support performance and service improvement. 
· Support compliance with Equality and Diversity legislation by working with teams to ensure understanding of resident groups, accessibility, and satisfaction.  
· Target all engagement events to meet the diverse needs of our residents, removing barriers to engagement and in doing so help TCH meet regulatory requirements. 
· Support formal engagement structures and new initiatives to encourage greater numbers of residents getting involved. 
· Support local engagement groups, including associations, clubs, focus groups, community events and other local similar groups and events. 
 	 
Engagement and Insight  

· Promote, develop, and sustain effective resident engagement by increasing the impact of engagement activities. 
· Assist the Resident Engagement  Manager and data and insight team in the collection, collation, analysis and reporting of all customer insight, using methods such as  tailored  Surveys, WordNerds and CX Feedback. 
· Produce Feedback Delivery Plans in collaboration with relevant Manager. 
· Support reporting  on all progress being made against Feedback Delivery Plans, 
· Assist the Resident Engagement  Manager on identifying,  insight projects  
· Lead in the production of feedback to be posted on all social media platforms, including “You Said, We Did”,  and main themes being identified by resident feedback. 

GENERAL

· To adhere to the equality, diversity and inclusion policy and actively promote equality of opportunity wherever possible.
· Recognise, respect, and promote the different roles and diversity of individuals.
· To actively contribute towards the key performance indicators and professional standards. 
· Work in accordance with the General Data Protection Regulations (GDPR) and Data Protection Law and be responsible for the integrity of personal information you process. This may include identifying anomalies in data and investigating and correcting them where appropriate. Ensure you attend training on data protection regularly.
· To be responsible for your own health and safety and that of your colleagues, in accordance with the Health and Safety at Work Act (1974) and relevant EC directives.
· To participate in training, attend other meetings, and staff events as required.
· Be an effective member of your team, presenting a positive impression of your section and the Group.
· Take responsibility for recognising and recording customer complaints, however made, and ensure that any complaints allocated to you are responded to within policy requirements.
· Maintain professional curiosity in all interactions with residents, be aware of and report and record any potential safeguarding issues promptly and appropriately.
· Maintain awareness of budget requirements and value for money while delivering your role.
· Consider and highlight any risk to the organisation or individuals whilst delivering your role.
· Consider resident feedback (the resident voice) in all service delivery, using data and insight and actively engaging with residents to understand their needs, views and priorities and tailor services accordingly.
· This role will involve visiting other offices and stock and you will be required to have your own car and full driving licence. 

This job description is a guide to the nature of the work required. It is not comprehensive, and it is expected that other duties will be undertaken as this role develops and as may be reasonably expected.
  
	Area
	Person Specification

	Essential or Desirable 

	





Knowledge and Experience
	· A good understanding of customer experience. 
· Experience of delivering community engagement/empowerment. 
· Knowledge and understanding of a range of community engagement systems and techniques. 
· Ability to process and analyse complex data. 
· A comprehensive understanding of how various forms of raw data can be used to inform service improvement through analysis and segmentation). 
· Excellent, evidenced customer care skills and a “people” focussed approach to service delivery and track record of engaging with customers. 
· High level IT skills, including the use of web-based systems. 
· High quality communication skills, particularly in relation to report writing and with customers. 
· Ability to design and deliver events and training activities for a variety of audiences.  
· Ability to develop positive relationships with a wide range of stakeholders at all levels. 
· Excellent organisational skills. 
· A record of high-quality service delivery. 
· Experience in a frontline service environment. 
· Housing Qualification or GCSE level passes Grade C or above, or equivalent. 
· A flexible approach to work, including evenings and weekend work. 
· Excellent influencing and problem-solving skills.  
· Advanced skills in Microsoft Word, Excel, and PowerPoint. 
· Experience in a housing environment. 
· An understanding of vulnerability and support services. 
· A level/NVQ qualification. 
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