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JOB DESCRIPTION & PERSON SPECIFICATION

	SERVICE AREA:

	Neighbourhoods & Housing 
	POSITION NO:

	SECTION:

	Tenant Participation 
	GRADE:  7

	JOB TITLE:

	Tenant Participation Officer 
	DATE PREPARED: 8th April 2019

	
	Various
	


	EVALUATION DATE:
	13 December 2019
	JE NUMBER: NC671




	DIGNITY AT WORK
To show, at all times, a personal commitment to Looked after Children and treating all service users, customers and colleagues in a fair and respectful way, which gives positive regard to people’s differences and individuality (for example, gender, gender identity, nationality or ethnic origin, disability, religion or belief, sexual orientation, age). Assists in ensuring equal access to services and employment opportunities for everyone and promotes the Council’s Equal Opportunities in Employment Policy.

	

	PURPOSE:
  
To support the Tenant Participation Manager by leading on projects to promote tenant involvement and in maximising the appropriate influence of tenants, residents and stakeholders in order for the Council to meet its obligations under the National Regulatory Standards and being an essential resource in driving business improvement.

Work with tenants, residents, leaseholders and stakeholders both individually and in groups, giving guidance, support and encouragement to empower them to influence and engage in the participation process.  

To continually research, develop and deliver new approaches, such as embracing digital engagement, in order to maximise the involvement of tenants and residents in the provision of the Landlord Service.

To champion change within the housing service to ensure that tenant involvement is at the heart of all service improvement.  Act as an advocate for the council and housing service, supporting tenants and residents in a changing environment and ensuring good reputation management.



	PRINCIPAL ACCOUNTABILITIES:
Please note decision making must be included within the Principal Accountabilities

	1.
	To lead on the promotion of tenant involvement using a broad menu of opportunities to tenants, residents and stakeholders, for them to influence their housing services in order to deliver greater value for money, best practice and increased customer satisfaction.

	2.
	To research, innovate and lead on developing the Tenant Participation Service to identify and deliver best practice and new approaches, such as embracing digital engagement, to benefit customers and the service. Paying particular attention to the protected characteristics and vulnerable groups, to ensure their views, experiences and needs inform and improve service delivery.   Identifying gaps ensuring that tenant involvement continues to evolve and contribute to developing tenant participation in the service.  Promoting our successes, sharing new approaches and ideas both within Hull, regionally and nationally.  Working in partnership within the region to further develop tenant participation.

	3.
	Using information captured from work with customers and stakeholders, including complaints and other aspects of the customer voice, along with identifying best practice, provide clear, accurate, concise reports to a variety of audiences including the Housing Management Team, to ensure delivery of an excellent housing service.  Accurately maintain the Tenant Participation database and other key records to ensure appropriate information is captured on customers and engagement activities.  Use appropriate information to co-ordinate the targeting of activities producing a cost benefit analysis for best value purposes. Provide the Tenant Participation Manager and other senior managers with information from the database to tailor training and inform service provision.  

	4. 
	Responsible for leading on the development of projects and/or task and finish groups through research, data provision, statistical analysis, report writing and consultation in order to deliver service improvements and greater value for money.  Monitor the impact of tenant involvement to ensure community resilience, social value and customer satisfaction targets are met and/or developed. Engage and work with a variety of partners to support all volunteers with given projects.

	5.
	Identify and remove obstacles to engagement paying particular attention to vulnerable groups. Promote equality and diversity in all aspects of engagement, challenging, where necessary, behaviours or actions which may conflict with this aim. Support other teams within the housing service in completing risk and impact assessments, testing procedures and materials to support service delivery.

	6.
	Statutory Obligations – Ensure targets are set and monitored with customers and are delivered within the regulatory standards as overseen by the Regulator for Social Housing, including the Tenant Involvement and Empowerment Standard. Contribute to the continual reporting through the Tenants’ Forum, Housing Management Team and other groups, updating on performance and progress. Ensure individual targets are delivered. These may include ensuring project and task and finish groups meet regularly, establishing and maintaining contact with hard to reach groups and contributing to team targets.     

	7.
	Ensure that all stakeholders work well together to meet the priorities of the housing service, forming working partnerships, networks and advocating for them where necessary to ensure that all stakeholders can exert influence on priority setting and service delivery. Resolve conflicts or difficulties between groups by negotiating, guiding and informing stakeholders.  

	8.
	Interpreting legislation, policy and gap analysis, to determine customers and staff training needs. Commission, develop and deliver a wide range of training packages to empower customers and staff to ensure they are actively involved in driving up service standards and determining future service delivery. Ensure training is tailored to meet the particular needs of groups and individual’s. Review, amend, update and deliver training packages where appropriate and feed in to different service areas. Support delivery of modules to CIH approved Tenant’s Housing Academy, evaluating outcomes and feeding back in to the process and delivering prepared modules. 

	9.
	Plan and organise campaigns and consultation projects including tenant conferences, to consult as widely as possible and give customers a broad range of opportunities, to engage with and influence the delivery of the housing service. Capturing information, analysing and feeding back in an appropriate style to a variety of audiences. 

	10.
	Plan, develop and deliver workshops, presentations and seminars in partnership with other staff and customer representatives promoting the reputation of , Kingston Upon Hull City Council,  the housing service and its tenant involvement activities at a variety of events including seminars, conferences locally, regionally and nationally to a wide range of audiences. This may include overnight attendance with customer representatives at a variety of venues.    

	GENERAL:
The above principal accountabilities are not exhaustive and may vary without changing the character of the job or level of responsibility. The postholder must be flexible to ensure the operational needs of the Council are met. This includes the undertaking of duties of a similar nature and responsibility as and when required, throughout the various work places in the Council.
The Health and Safety at Work etc. Act (1974) and other associated legislation places responsibilities for Health and Safety on all employees. Therefore, it is the postholder’s responsibility to take reasonable care for the Health, Safety and Welfare of him/herself and other employees in accordance with legislation and the Council’s Safety Policy and Programme. Specific details are outlined in the Departmental Safety Policy.



	
DIMENSIONS:  
All sections should be completed – if there aren’t any state ‘none’

	1.	Responsibility for Staff:
During events and activities responsible for carrying out risk assessments and direction of staff assisting in delivery. Raising the profile of tenant participation both internally and externally of the housing service by engaging with and influencing staff in all teams. Challenging poor practices and behaviours and providing information to the managers in the service to support this work. Providing supervision and mentoring to new team members and work experience trainees.   Co-ordinate Volunteers whilst attending activities that come under the Tenant Involvement framework paying attention to the relevant risk assessments.

2.	Responsibility for Customers/Clients:
Ensure that all the council’s customers, paying particular attention to vulnerable and underrepresented groups have the opportunity to be involved to influence and improve delivery of the housing service. Ensure information is available to all customers in a range of formats to empower them creating further opportunities for engagement. Writing promotional leaflets and articles for publications and circulation to customers.  

3.	Responsibility for Budgets:
The post Holder will be accountable to the Tenant Participation Manager for the appropriate use of the budgets relating to tenant involvement expenditure and monitoring including TARA funding and any external funding source through Tenant Involvement. Provide support to TARA’s and relevant community groups when accessing any internal and or external funding.     

4.	Responsibility for Physical Resources:
Directly responsible for electronic equipment and promotional equipment. Risk assessing both internal and external venues before and during activities. Maintain extensive database and log of customers participating in Tenant Participation activities. Maintain and develop training material, guidance information and leaflets, ensuring these are up to date and containing best practice information. 


	WORKING RELATIONSHIPS:
All sections should be completed – if there aren’t any state ‘none’

	1.	Within Service Area/Section:
Work with other sections in developing consultation and involvement opportunities to allow customers to improve services, such as the Practice Management Team. Support and develop projects, providing written reports and verbal updates to senior managers on the conclusions and findings.
Work together with Tenant Participation Manager to ensure tenant participation continues to evolve and improve the housing service delivery for all customers.  

Influence and advocate for customer service delivery of all teams in the ‘core’ housing service.  

2.	With Any Other Council Areas
Work in partnership with Area Teams to influence and advocate for customers.  

Work with Corporate Equalities Unit to ensure compliance with legislation and embed good practice.  

Work with all other departments who are funded by the Housing Revenue Account such as Anti-Social Behaviour Team.

Work with the elected members when supporting identified groups in their elected areas.

3.     With External Bodies to the Council
Exercises initiative and discretion to develop methods of engagement which focus on the needs of a variety of groups including the protected characteristics, ex-offenders and homeless.  

Decide on which organisations provide appropriate benchmarks and share best practice.  
 
Support the work of the Tenant’s Forum to ensure independent involvement opportunities.  

























	ORGANISATION CHART: 

	

Tenant Participation Manager 
Grade 10
Tenant Participation Officer – 4 x FTE and 2 x PTs total 42.5 hours 
       Grade 7
Service Planning Manager 
Grade 13






	
	Tick relevant level for each category
	

	
	Not applicable
	Low
	Moderate
	High
	Very High
	Intense
	




Supporting Information 
(if applicable)

	PHYSICAL DEMANDS:
Physical Effort and/or Strain – (tiredness, aches and pains over and above that normally incurred in a day to day office environment).
	
	
	x
	
	
	


	Postholder will spend time carrying out inspections, consultations and events.  At events and meetings the team will transport equipment and promotional materials including the erection of a speaker system when necessary. They will stand to engage with the public for long periods of time  

	WORKING CONDITIONS:
Working Conditions – (exposure to objectionable, uncomfortable or noxious conditions over and above that normally incurred in a day to day office environment). 
	
	
	x
	
	
	


	Postholder will attend public meetings and carry out consultations with the public, therefore there may be exposure to people related behaviour

	EMOTIONAL DEMANDS:
Exposure to objectionable situations over and above that normally incurred in a day to day office environment.
	
	
	x
	
	
	
	Postholder may be subject to the emotional demands of our customers/vulnerable groups, dealing with issues around standards, service delivery and personal impact. 





	
PERSON SPECIFICATION
	Tick relevant column
	List code/s*

	The information listed as essential (the column that is shaded) is used as part of the job evaluation process.  The requirements identified as desirable are used for recruitment purposes only.
*Codes: AF = Application Form, I = Interview, CQ = Certificate of Qualification, R = References (should only be used for posts requiring DBS’s), T = Test/Assessment, P = Presentation
	Essential
	Desirable
	How identified 

	1. 
	Qualifications:

	
	Educated to A level standard or equivalent. 
	X
	
	AF, CQ

	
	Qualification in community work or equivalent experience. 
	
	X
	AF, CQ, I

	2. 
	Relevant Experience:

	
	Proven experience of devising/developing new initiatives working in a project capacity with tenants, residents and members of the wider  community.  
	X
	
	AF

	
	Demonstrate experience of working in the area of regeneration, neighbourhood management or developing community capacity.   
	
	X
	AF 

	
	Experience of successful community engagement. 
	X
	
	AF

	
	Understanding of budget reconciliation and analysis that contributes to the overall service budget. Ensuring cost saving and value for money for customers and the service. 
	X
	
	AF

	
	Experience of developing and implementing participation and involvement systems to empower volunteers to influence decisions making and deliver improved outcomes.    
	X
	
	AF

	
	Working in or volunteering in community development.
	
	X
	AF

	
	Working in a customer facing environment. 
	
	X
	AF

	
	Experience of working with partners to deliver projects.
	X
	
	AF, P

	
	Experience of writing and delivering reports using diverse information to a wide range of audiences. 
	X
	
	AF

	
	Experience of working and engaging with vulnerable people, communities or underrepresented groups to ensure they have a voice and where necessary advocate on their behalf.  
	X
	
	AF

	
	Experience of designing and delivering consultation projects. 
	X
	
	AF

	3. 
	Skills (including thinking challenge/mental demands):

	
	Ability to motivate people, including local tenants, residents, stakeholders and internal/external agencies to participate in activities. 
	X
	
	AF, I

	
	Ability to interpret new legislation and ensure such information can be understood by a wide range of audiences.
	X
	
	AF, I

	
	Ability to produce, deliver and facilitate training packages and presentations to a range of audiences in a variety of locations.
	X
	
	AF, P

	
	Ability to represent the Council in a professional and positive manner, ensuring political awareness, sensitivity and neutrality. 
	X
	
	I

	
	Effectively communicate information to persuade and influence other teams to deliver service improvements.  
	X
	
	AF, I

	
	Analytical skills with the ability to identify evaluate and initiate appropriate solutions.
	
	X
	AF, I

	
	Effective time management skills to allow implementation and development of ongoing projects including organising, prioritising and analysing situations and information.
	X
	
	AF, I

	
	Excellent communication, listening and interpersonal skills, displaying an assertive and diplomatic approach.
	X
	
	AF, P

	
	Ability and commitment to working as part of a team whilst using initiative and effectively prioritising own workload.  
	X
	
	I

	
	Respond positively and supportively to councillors and senior officers.
	X
	
	I

	
	Ability to develop and maintain good partnership working.  
	X
	
	AF, I

	
	Good level of IT skills including the use of Microsoft Office packages, database input and monitoring, other Windows based programs and social media platforms.
	
	X
	AF, I, CQ

	
	Ability to develop and support projects. 
	X
	
	AF

	
	Hold a full UK driving licence.
	X
	
	AF

	4. 
	Knowledge:

	
	Knowledge of involvement or community engagement. 
	X
	
	AF, I,P

	
	Knowledge and commitment to safeguarding and promoting the welfare of children, young people and/or vulnerable adults. 
	X
	
	 I

	
	In depth knowledge of housing policies and procedures and how these are applied to deliver an excellent service. 
	
	X
	AF

	
	Well-developed understanding of equal opportunities and diversity issues. 
	X
	
	AF, I, P

	
	Working knowledge of the strategic plan and government agenda, paying particular attention to housing services, social policy and welfare reforms to deliver value for money.
	
	X
	AF

	
	Knowledge and experience of developing and co-ordinating external funding bids. 
	
	X
	AF

	
	Knowledge of democracy citywide.  
	
	X
	AF

	
	Awareness of personal responsibilities in dealing with sensitive and confidential issues. 
	X
	
	AF, I

	
	Knowledge of different methods of consultation. 
	X
	
	AF

	5. 
	Interpersonal/Communication Skills:
Verbal Skills

	
	Excellent communication and advocacy skills with the ability to engage  with a wide range of audiences, including senior managers, elected members, tenants, residents and stakeholders.   
	X
	
	AF, I

	
	Well-developed influencing, advocacy, mediation and negotiation skills.  
	
	X
	AF

	
	Ability to develop and deliver presentations, training and information packages including performance information for the public domain and respond to questions appropriately to a variety of audiences in different settings and venues. 
	X
	
	AF, P

	
	Ability to deal with sensitive issues in a caring, professional, appropriate and confidential manner with an awareness to data protection.   
	X
	
	I

	
	Ability to communicate, explain and present information in a manner appropriate to the audience’s needs.   
	X
	
	AF, I

	
	Ability to understand and manage group dynamics e.g. has sensitivity and understanding of individual engagement styles and support needs.   
	X
	
	I

	
	Written Skills

	
	Write clear, accessible reports and other material for a variety of audiences. 
	X
	
	AF, I 

	
	Produce articles, blogs, posters and leaflets for publication locally, regionally and nationally promoting best practice.
	X
	
	AF

	
	Ability to produce accurate written material including reports, letters, minutes, actions/forward plans, public speeches and updates on outcomes and impacts from recommendations and volunteer activities.  
	X
	
	AF, I

	
	Completing regional/national award nominations. 
	
	X
	AF 

	6.
	Other:
	
	
	

	
	Ability to have a flexible working approach including evenings and weekends  in order to manage and attend meetings and events.    
	X
	
	AF

	
	Flexible approach to working at different locations across the city to deliver Housing Services, ensuring tenants have the opportunity to be consulted. 
	X
	
	AF

	
	Awareness of and demonstrate commitment to equality and diversity issues.   
	X
	
	I

	
	Ability to visit customers in their own homes and understand lone working policies.  
	X
	
	I

	
	A proven commitment to high levels of customer service. 
	X
	
	AF, I

	

	The requirements listed below are not considered during the job evaluation process, but are essential requirements for the role that will be assessed during the recruitment process.


	7. 
	Competencies:

	
	The competencies listed below are all essential requirements for working at Hull City Council in any post; however, those that have been ticked as essential have been identified as key competencies for this role and will be measured as part of the selection process.  They are not required to be addressed in the candidate’s application form.
	
	
	

	
	Leading forward 
	X
	N/A
	

	
	Improving services
	X
	N/A
	

	
	Analysis and decision making
	X
	N/A
	

	
	Making things happen
	X
	N/A
	

	
	Communicating with impact 
	X
	N/A
	

	
	Collaboration 
	X
	N/A
	

	
	Developing self and others
	X
	N/A
	

	
	A copy of the Competency Framework can be accessed via the Council’s website – www.hullcc.gov.uk/jobs

	8. 
	Additional Requirements:

	
	none
	
	N/A
	

	9. 
	Disclosure of Criminal Record:

	
	The successful candidate’s appointment will be subject to the Council obtaining a satisfactory Basic #Standard/#Enhanced# Enhanced & Barring List Disclosure from the Disclosure & Barring Service (if ticked as an essential requirement).
#Service area to delete as required
	
	N/A
	DBS Disclosure

	
	If the postholder requires a DBS disclosure the candidate is required to declare full details of everything on their criminal record.
	
	N/A
	AF(after short listing)

	
	If the postholder does not require a DBS disclosure the candidate is required to declare unspent convictions only.
	X
	N/A
	AF(after short listing)
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