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JOB DESCRIPTION
 
	POST:	
	TENANT ENGAGEMENT & COMMUNICATION OFFICER


	SALARY SCALE:	
	EVH Grade 7


	ACCOUNTABLE TO & LINE MANAGED BY:
	Housing Services Manager 


	DEPARTMENT:
	As above


	PURPOSE OF THE POST:	

	· To lead and develop the implementation of the Tenant Engagement & Communication Strategy 
· To continually develop innovative methods of tenant engagement and support operational staff in the implementation of these methods to involve our tenants in the services they receive
· To promote a culture of positive tenant engagement throughout the Association 



For the knowledge, education, qualifications and experience required for this post please refer to the attached Person Specification

1.0 Core Tasks

1.1 Provision of a Quality Customer Service
1. Responsible for the provision of an excellent customer service to all our tenants, sharing owners and factored owners.
2. Promote good customer relationships and encourage tenant feedback in all aspects of the post.
3. Continually develop methods to increase and improve on tenant engagement & communication. 

1.2 Tenant Engagement

1. Maintain a full and current understanding of appropriate legislation and good practice in connection with tenant engagement. 
2. Lead in the development and implementation of the Tenant Engagement & Communication Strategy and related activities to deliver these services and within the Associations Annual Assurance Statement.
3. Assist in the review and implementation of the Customer Services Policy and Standards.
4. Continually promote a culture of positive tenant engagement throughout the Association. 
5. Lead in the review of policies and procedures in relation to tenant engagement and produce relevant reports on the feedback from these reviews. 
6. Continually develop innovative methods of tenant engagement and communication and support operational staff to implement these methods.
7. Chair the Tenant Participation Working Group and support staff to implement action plans and activities agreed by the group. 
8. Develop, organise and be the primary lead in setting up different groups of tenant engagement. These can be for example: -

· Scrutiny Panels
· Tenant Led Inspections
· Thematic Working Groups
· Focus Groups
· Policy Review Groups

9. Attend and represent the Association at the Forth Valley Tenant Participation Forum.
10. Coordinate the organisation of tenant events including open days or events within the community.
11. Assist the Housing Services Officers in supporting any Registered Tenants Organisations (RTO’s) and maintain a register of all RTO’s.
12. Support the Housing Services Officers in encouraging the formation of new RTO’s where none already exist and in particular following the handover of any new developments.
13. Assist the Property Services Officer (Planned Maintenance) with tenant liaison during investment programmes.
14. Work with local communities and groups to seek external funding opportunities which support community activities;
15. Coordinate all articles and assist the Corporate Services Assistant in the production of the quarterly newsletter. 
16. Develop and gather information to support the Associations communication and publicity material for Newsletters, Handbooks, organised events, Social Media and the Website. 
17. Review, write and design (where appropriate) leaflets, reports and other internal or external communication whether in print or online with customers and staff.
18. Coordinate all posts on social media and monitor notifications and messages from service users.
19. Maintain and develop the tenant information sections of the website.
20. To lead and organise tenant consultation surveys.
21. Establish and maintain systems to ensure customer views and levels of satisfaction are captured and reported on. 
22. Promote and encourage all tenants to register and effectively use the tenant portal My Home.
23. Assist and encourage involvement from other service users i.e. owner or applicants in engagement and scrutiny.

2.0 Other Duties

	As required by the Housing Services Manager, Property Services Manager, Depute Chief Executive or the Chief Executive:

1. Attend evening meetings as required.
2. Attend any training courses/seminars as required by the Housing Services Manager, Property Services Manager or the Chief Executive.
3. Carry out any other tasks as reasonably required.
4. Uphold the Association's Equalities Policy and Investors in People status.


December 2020


Signed …………………………………………… (Employee)			Date …………………


Signed …………………………………………… (Departmental Manager)	Date …………………
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