
Guildford Borough Council 
Job Description: Specialist and Senior Specialist 
 


Resident Involvement Officer








	Job Title 
	Resident Involvement Officer

	Service Area
	Housing, Service Delivery 

	Grade
	Grade 6


	Job Reference
	tbc



	Reporting to
	Responsible for

	Housing Insight and Improvement Senior Specialist
	N/A



	Purpose

	This role is part of the Insight and Improvement Team within housing and is about developing services from the customer perspective.

Specifically, the post holder will work to design and deliver resident involvement and engagement activities that help us to improve our services.

The postholder will be responsible for developing and enhancing opportunities for residents to give feedback and scrutinise GBC’s housing management services, maximising opportunities for residents to be involved in the management of their homes. 

The post holder will support the Council in meeting the RSH Consumer Standards and in particular the Transparency, Influence and Transparency Standard.

The role will support the engagement and communication of activities across the department, to improve the level of service in response to changing residents’ demands, regulatory requirements and best practice.



	Role Purpose 

	To develop and deliver a robust programme of Resident Involvement service activities for general needs tenants, sheltered, shared owners and leaseholders, and successfully facilitate Resident Involvement events and projects. 
To facilitate a variety of Resident Involvement activities, including but not limited to: 
 Tenant Engagement Group
Residents Voice and Scrutiny Panel 
 Complaints scrutiny 
 Focus Groups 
 Events 
 Consultation exercises 
 Mystery shopping 
 Estates Champions 
 Customer journeys 
 Supporting residents to set up residents’ associations or groups

To lead on recruiting new residents for the full range of available involvement activities and to empower and enhance resident groups so that views and feedback are incorporated into the development of housing service policies 
Assist teams within the housing service to involve residents in line with best practice, the regulatory framework and relevant legislation  
To arrange training and support for involved residents to facilitate them in maximising their involvement 
To provide advice and support to colleagues looking to organise their own resident involvement activities 
To lead and/or assist with delivering resident training sessions 
To promote digital inclusion and online services, empowering and encouraging residents to engage and participate through online channels 
Ensure that all wider resident involvement group meetings are organised efficiently and run effectively 
Liaise with involved residents to ensure all residents have the skills and knowledge needed to participate fully, and to identify and address any training needs to support this 
To promote and support formal and informal resident involvement 
To record, monitor and report on the full range of Resident Involvement activities
In addition, the postholder will:
· Harness customer feedback to direct service improvement and improve customer satisfaction
· Ensure feedback from residents is heard and responded to through improved practices
· Develop, deliver, measure and evaluate resident involvement projects, priorities and performance targets
· Contribute to the drafting of specifications, policies and processes 
· Build strong relationships with Internal and external stakeholders 
· Lead and report on the annual self-assessment of the Tenant Involvement and Empowerment Standard, ensuring the delivery of any development actions that arise






	
Key Accountabilities

	· Deliver customer-focused specialist advice and services for area of specialism, keeping up to date with current and emerging legislation, best practice and policy to ensure continuous development and improvement in services
· Support, guide and advise multi-skilled service delivery teams on resident liaison activities
· Ensure personal, professional development is maintained to the required standards.
· Working collaboratively with colleagues across the organisation, members and managing key relationships e.g. with members, partners, other stakeholders
· Access and accurately update all relevant information systems, both customer and back office ensuring that the master customer record is updated and maintained through verification and validation, and in accordance with Data Protection principles
· Ensure that the reasonable service demands of residents are provided quickly and effectively
· Act as a lead for resident involvement/engagement activities
· Attend meetings and carry out duties outside of normal office hours when necessary for the delivery of the service
· Maintain the appropriate level of skills necessary to carry out the duties of the post
· Be proactive in seeking improvements in GBC’s service delivery for the benefit of our service users
· Ensure value for money in service delivery
· Any other reasonable duties consistent with the responsibilities of the post, as requested by the Line Manager and Head of Housing



Appointment and progression through grades will be based on the needs of the business



	Key Objectives

	Working with customers
	Able to identify and develop opportunities to improve the customer journey. Champion own ideas for the improvement of service and processes.
Develop digital and self-service channels and implement customer enabling and prevention opportunities.

	Working towards the Corporate Plan
	Contribute to Corporate Plan development and the development of associated plans and policies. 
Deliver agreed objectives and services associated with the Corporate Plan. 

	Knowledge of services
	In-depth understanding of specialist area, being professionally qualified in one and good understanding of the operation of another.

	Using systems effectively
	Advanced skills in a number of Specialist Services systems and proficient in use of customer services systems.



	Specific Tasks

	Case management skills
	Lead/assist/support a Community of Practice across Specialist Services. Manage and resolve complex or contentious applications, cases and inspections using specialist expertise and judgement, act as a single point of contact for customers, and attend court if necessary. 
Advise the Case Management team on aspects of minor/less contentious applications or cases.

	Team work and working with others
	As part of the Customer Services team work collaboratively across the council to provide a seamless service to customers, collaborate on corporate projects and engage positively and effectively with members, partners and other stakeholders. 
Conduct self and work in ways which encourage communication and empowerment within the team. 
Develop skill levels of self and others to support multi skilling and knowledge transfer.

	Enquiries, reports and service requests
	A member of a comprehensive specialist customer focused advice team, ensuring specialist advice and input is provided where required.
Provide specialist advice and input to commissioning and contract management. 
Prepare and present reports to committees or other internal or external meetings.

	Processing and administration
	Access and accurately update all relevant information systems, ensuring the "golden customer record” conforms to all verification and validation processes and in accordance with Data Protection principles and council policy.

	Strategy and policy
	Support projects and contracts within own professional area that deliver community and corporate objectives. Provide specialist advice and input to corporate projects. 

	Performance
	Implement strategies, policies, service and financial plans, to ensure statutory and corporate targets are met and provide best value for the council. 
Draft policies which respond to emerging legislation, best practice and guidance to ensure continuous development and improvement in services.
Understand strategy, performance and quality assurance standards and service/financial planning requirements for own specialist area.



	Qualifications

	Educated to A’ level standard/NVQ 3 and/or experience in working in specialist area. Degree in a relevant subject or equivalent experience.
Full UK Driving licence is essential for this post.



	Knowledge, Skills and Experience

	· Experience and knowledge of specialist area
· Reasonable working knowledge of legislation and developments in specialist area
· Proven ability to give sound advice and guidance on specific, straightforward cases, topics or issues
· Experience of working with systems relevant to specialist area
· Good working experience and excellent knowledge of social housing and resident participation
· Experience of working and understanding of current resident issues, principles and practice
· Experience of developing and supporting resident participation activities 
· Experience of working with systems relevant to specialist area
· Experience of cross organisational working with a diverse workforce and ability to work as part of a team
· Experience of using your own initiative to suggest new ways of doing things and positively embrace change




	[bookmark: _Hlk141176933]Specialist Knowledge

	[bookmark: _Hlk141176909]
· Substantial social housing experience
· Demonstratable experience of delivering high-quality services
· Knowledge of the regulatory standards for social housing, and methods to ensure effective resident involvement and consultation




	Skills

	
· Excellent, demonstrable verbal communication skills with the ability to communicate with a wide range of audiences.
· Strong written communication skills with the ability to tailor communications according to the audience.
· Excellent organisation skills to ensure that the reasonable service demands of residents are provided quickly and effectively.
· Good time management skills.
· Excellent and demonstrable customer service skills with a positive and proactive approach.
· Strong, demonstrable IT skills.







	Special Requirements

	Emergency Planning
	This post will be, on occasion, required to take part in the Council’s emergency planning training, and may be called upon in the case of such an emergency. Where necessary this will include unsociable hours.

	Election Duties
	This post will, on occasion and with reasonable notice, be expected to assist with election duties as required and this will include working unsociable hours. 
A separate payment for election duties will be made as determined by the regional Elections Committee.


[bookmark: _Hlk524552709]
	Standard Terms
	1. To comply with appropriate legislation, service and council policies.

	
	2.	All employees have responsibility under the Health and Safety at Work, etc. Act 1974. These responsibilities are laid out in the Council’s health and safety policy and procedures.

	
	3.	To support and be committed to the Council’s policy on safeguarding and promoting the welfare of vulnerable groups including, young children and adults and expects all staff and volunteers to share this commitment.

	
	4.	To support the Council’s equalities and diversity policies.

	
	5.	To operate within the Council’s IT policies and data protection rules and regulations.

	
	6. To operate within the Council’s financial regulations.

	
	7. Manage budgets and resources ensuring that they are deployed effectively with robust internal controls and compliance with relevant regulations, policies and guidelines.

	
	8. To participate in internal committees and departmental working parties to ensure continuous improvement as required.

	
	9. Any other reasonable duties as may be required from time to time 



Competency Framework

Central to the delivery of the role are the council’s values and behaviours and all employees are expected to work within the council’s Organisational Culture Framework. These are shared by all employees and applied to everything we do. The points for each competency are shown below: 

	Guildford behaviours [competencies]:  see the framework in the Performance Review Toolkit for a full list behavioural indicators

	Core Competencies - All Workforce

	Embraces Change
	Has a positive attitude to change, adapts to meet new challenges and introduces changes to improve organisational performance.

	Innovation and creative thinking
	Proactively generates and develops innovative ideas, opportunities or improvements in order to meet organisational objectives more efficiently and effectively

	Effective communication
	Communicates effectively.  Uses communication methods and standards, together with well-reasoned arguments to convince and persuade where necessary.

	Customer focus
	Puts the customer first, builds effective relationships and seeks feedback to address their needs.

	Problem solving & decision making
	Understands and analyses issues in order to identify the most appropriate solutions.  Makes effective decisions based on thorough analysis and the needs of the organisation.

	Focus on efficiency
	Meets or exceeds the Council’s standards by monitoring the quality of own work, team or service delivery.  Continually looks for areas of improvement to ensure efficiency, effectiveness, and value for money.

	Performance and learning
	Demonstrates personal commitment to meet agreed performance standards and objectives.  Learns from experience and takes responsibility for identifying and addressing personal development needs.

	Team working
	Proactively cooperates and interacts with colleagues, internal and external partners across the Council.  Encourages others to develop a collaborative approach to share information, knowledge, and ideas.  

	Builds relationships 
	Presents a professional image; uses interpersonal skills to form positive and productive working relationships within and beyond the organisation.

	Commitment to the organisation
	Consistently supports and demonstrates an understanding of and commitment to the Council’s vision and values.  Acts with integrity and accountability.  



All employees are expected to be flexible in undertaking the duties and responsibilities attached to their role and may be asked to perform other duties, which reasonably correspond to the general character of their role and their level of responsibility. All employees are required to be flexible to undertake out of hours work as required. Meetings outside office hours will be routine and officers will be expected to attend. This job description will be supplemented and further defined by annual objectives which will be developed in conjunction with the postholder.
This job description will be subject to regular review and the Council reserves the right to amend or add to the details.

Key Policies
We are an equal opportunities employer and therefore all staff are expected to comply with our equality policies and help create a work environment in which everyone is treated with dignity, respect, courtesy and fairness. You are also expected to fully comply with health and safety policies and procedures in force to help maintain and develop a safe working environment. In pursuing a practice of continuous improvement and seeking to obtain best value in all aspects of the service, staff will be expected to assist in other such duties as may be allocated for the benefit of the organisation and their own personal development. Staff will be expected to assist if the Council has to deal with the results of a civil emergency.
	Signed (Job Holder):
	
	Date:

	Signed (Service Lead): 
	
	Date:
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