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JOB DESCRIPTION & PERSON SPECIFICATION

	SERVICE AREA:

	Neighbourhoods & Housing
	DATE PREPARED: 17.8.23. 


	SECTION:

	Business Change Manager – see organisational chart.
	GRADE: 9


	JOB TITLE:

	Resident Engagement   Strategy Manager

	EVALUATION RESULT: 342

	EVALUATION DATE:
	4 September 2023
	JE NUMBER: NC4928






	ROLE & PURPOSE OF JOB:

Neighbourhoods & Housing is committed to a programme of continuous improvement to develop the service offered to its tenants and customers, driven by rapid, fundamental change in the housing sector – change triggered by revised legislation, the introduction of a regulatory regime and framework, Ombudsman guidance and learning, good practice, societal factors, and opportunities presented by new and emerging technology.

The postholder will:

Take full responsibility for  stakeholder communication and engagement regarding improving resident engagement outcomes within 22 high rise blocks of flats. Provide quality assurance for the work activity with the support of appropriate workstream leads and stakeholders across the Council, such as Anti Social Behaviour, Area Housing team, Corporate Finance, etc.

Lead on the development and implementation of a unique Resident Engagement Strategy, within an overall framework for the city, for each of the 22 High Rise Flat blocks covered by the appropriate legislation (Building Safety Act 2022 and Social Housing Regulation Act 2023), ensuring that all residents aged 16 and above are listened to in the process, to ensure that they meet the specific building safety needs of each block.   

Ensure active overview of all resident engagement projects and activities, liaising with other services within Neighbourhoods and Housing to build strong relationships to co-design and co-deliver outcomes and benefits, linkages, identify and manage dependencies, and ensure outputs are delivered in a prioritised and logical order, mitigating duplication and maximising opportunities for efficiency.

Identifying, planning, and delivering high level work  activities required to deliver strategic objectives, through understanding key service issues including legislation, societal factors, sector-specific trends and demands, technology, service resources and stakeholders, and the environment in which Neighbourhoods and Housing operates.  Also strong analytical knowledge and ability required to assess current situations and put forward proposals for step change continuous improvement.

Manage and co-ordinate any projects which form part of the resident engagement work programme to deliver continued improvement using a broad range of technical and project skills that best suit each circumstance.

Work with and guide senior managers to shape activities and the implications of activities and provide recommendations regarding robustness and achievement of expected outcomes.




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

	1.
	To promote and safeguard the welfare of children, young people and/or vulnerable adults. The Government regulation states that the job role will need to engage with everybody in the Council flats above the age of 16.

	2.
	Customer focus –
Work with senior managers in Neighbourhoods and Housing, the wider council, partners, and tenants, to understand tenant and customer need and assimilate into the service outcomes and benefits.   

Ensure engagement is effective at all levels, ensuring buy-in from managers and staff  and enabling change to be delivered to achieve service objectives and benefits. 

Build effective relationships with partners for the co-design and co-delivery of appropriate projects and joint stakeholder engagement. These may include other Local Authorities and Registered Social Landlords, Regulatory Bodies, Voluntary Sector Providers etc.


	3.
	Performance Management – 

Independent thinking to objectively assess and ensure appropriate Neighbourhoods and Housing staff,  subject matter experts, contractors etc., are providing agreed work deliverables.

Support appropriate Neighbourhoods and Housing staff, subject matter experts, contractors etc., in the provision of accurate progress reports, reporting and escalating areas of concern and possible solutions.

Focus on promoting a positive performance culture reporting on performance issues to ensure the delivery of effective business operations.

Lead on and own the co-ordination of ongoing day to day operation of the Resident Engagement Strategy for each building in line with building safety legislative and regulatory requirements for each block.  Leads on service monitoring and capture of data around outputs and outcomes laid out in each Resident Engagement Strategy, to establish its effectiveness in regard to block management, reduction in building safety incidents and whether residents feel safer in their homes.

To ensure business change and service improvement within Neighbourhoods and Housing is delivered effectively by managing the delivery of projects and/or work activities identified to realise that change, so that the service can keep pace with a rapidly changing sector and deliver expected customer and /or financial benefits 


	4.
	Statutory Obligations – 

To align work activity with all relevant legislation and Council policies with particular emphasis on Housing-related legislation such as – but not limited to – the Housing Act (various), Building Safety Act 2022, Social Housing Regulation Act 2023 and other inter-related legislation and guidance.

Lead on the development and implementation of a unique Resident Engagement Strategy, within an overall framework for the city, for each of the 22 High Rise Flat blocks covered by complex new Building Safety Legislation.  Project management and effective engagement with multiple stakeholders, including the residents of each block, ensuring that all residents aged 16 and above are listened to, with officers and others as necessary in a co-design process, to ensure the Strategy produced for each block meets its specific building safety needs.


	5.
	Contribute appropriate documents, such as the Resident Engagement Strategy, to the Building Safety Team to form Building Safety Cases and Building Safety Case Reports, as required by the Building Safety Regulator (part of the Health & Safety Executive)

	6.
	Lead on the review of the Resident Engagement Strategy for each of the 22 high rise blocks at least every 3 years or after any significant event at the block or significant change in the demographics within the block if sooner.  Within this, decides whether and when the Resident Engagement Strategy of a particular block requires amendment taking into account a wide range of dynamics within a given block.

	7.
	Work closely and effectively with a range of other professionals, including the Health and Safety Lead, Housing Tenancy Managers, their senior management team as necessary, in the development of the strategies, but also to ensure the effective day-to-day delivery of safe services, understanding the local context of each block.  Write and present reports and briefings to senior management and governance structures as necessary.

	8.
	Lead on the outward communications of key building safety messages as they evolve, attending Senior Management Team meetings as necessary.  Use platforms agreed within each Resident Engagement Strategy.  Develop campaigns and new channels of communication as required.  Take account of continual change in the demographics of each block and their evolving communications needs to continually review channels used and lead channel development, from the more traditional, to social media, to those which are new and evolving, ensuring all key audience groups are reached and increasingly involved, in line with the 22 individual strategies.

	9.
	Develop and deliver information in a variety of formats (presentations, reports, briefing notes, plans, etc.), which reflect the needs of the target audience and represent the Council as required to publicise and promote the project, department and its achievements, ensuring that a professional image is projected at all times.

	10.
	Focal point for frequent contacts on a wide range of building safety and other issues by residents, Elected Members, external organisations, partners and other stakeholders, ensuring each contact effectively captured and actioned.

	11.
	Develop culture of resident ownership of the Resident Engagement Strategy for each block; promote and facilitate stronger community cohesion, especially among hard-to-reach groups.   Recruit advocates and deliver training as necessary to support this.  

	12.
	Research, seek out national best practice around resident engagement in building safety, and implement dependent on budget availability.
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	CORPORATE JOB REQUIREMENTS (Do not delete or amend any of this section)

	1. POLITICAL RESTRICTIONS
THIS POST IS POLITICALLY RESTRICTED UNDER THE PROVISION OF THE LOCAL GOVERNMENT AND HOUSING ACT 1989 ON THE BASIS OF THE FOLLOWING CATEGORY:

This post is designated as politically sensitive

	2. 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.

	3. HEALTH AND SAFETY
The Health and Safety at Work etc. Act 1974 and associated legislation places responsibilities for health and safety on Hull City Council, as your employer and you as an employee of the council. In addition to the Councils overall duties, the post holder has personal responsibility for their own health, safety and wellbeing and that of other employees; additional and more specific responsibilities are identified in the Council’s Corporate H&S policy.

	4. 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.



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

	
1.	Responsibility for Staff:	

No direct staff reports – but matrix management of staff as and when required
During events and activities responsible for carrying out risk assessments and direction of staff assisting in delivery. Raising the profile of building safety 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 either the building safety or Tenant Involvement framework, paying attention to the relevant risk assessments.

2.	Responsibility for Customers/Clients:

Responsible as first contact point for engagement
	
Ensure that all the council’s customers have the opportunity to be involved to influence and improve delivery of the housing service in general and building safety in particular, paying particular attention to vulnerable and underrepresented groups. 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 postholder will be responsible for a budget (less than £50,000) to manage resident engagement, subject to a discussion and approval with Finance. 

The postholder will be accountable for the appropriate use of the budgets relating to building safety and tenant involvement expenditure and monitoring including Tenants & Residents Association (TARA) funding and any external funding source through Tenant Involvement with a particular focus on building safety. 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 and building safety activities in particular. Maintain and develop training material, guidance information and leaflets, ensuring these are up to date, contain best practice information and are consistent with corporate guidelines. 

Responsible for ensuring resources are used in accordance with current Health and Safety Legislation 


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

	1.	Within Service Area/Section:

Leads and implements strategic and operational plans to ensure directorate aims and objectives are fully met.

Close working relationships with Senior Management Team and Managers within the Neighbourhoods & Housing Service to promote the building safety agenda. 
 
Work with other sections in developing consultation and involvement opportunities to allow customers to improve services.
Support and develop projects, providing written reports and verbal updates to senior managers on the conclusions and findings.

Work together with Tenant Experience, Influence and Support Manager to ensure tenant participation continues to evolve and improve delivery of the housing service and particularly building safety for all customers.  

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

Providing an advisory role to staff and stakeholders to support their decision making in regard to building safety issues affecting residents.


2.	With Any Other Council Areas
Close partnership links with colleagues in the Area Teams to influence and advocate for customers, fostering a culture of trying to understand the customer’s point of view.  

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 Corporate Media & Marketing Team to ensure the messages we share are in line with corporate policy and in the appropriate style.

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

3.     With External Bodies to the Council
Communicate in order to build working relationships with Partner Agencies including contractors and Regulators.

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: Please Provide Job Titles and Grades  


	
	
	
	Immediate Line Manager
Business Change Manager (Neighbourhoods and Housing) grade 12 -see * note below


	
	
	

	Other jobs (peers) that report to immediate line manager
TBC – see * note below



	
	This Position
Resident Engagement  Strategy Manager

	
	
	

	
	
	Direct Reports
Matrix management of staff as and when required.



* Note – It is yet to be decided where this post will sit in the structure. Options include reporting to the TENANT EXPERIENCE, INFLUENCE AND SUPPORT MANAGER, Business Change Manager (on a temporary basis while the project is in project phase, until it moves into BAU), or a new and / or partly new existing Building Safety Team in N&H.  





	
	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
	
	
	
	Could involve visiting and inspecting high rise buildings



	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
	
	
	
	Could involve visiting and inspecting high rise buildings including non-public areas



	EMOTIONAL DEMANDS:
Exposure to objectionable situations over and above that normally incurred in a day to day office environment.
	
	
	X
	
	
	
	Involves working with tenants and discussing or acting upon building safety issues, some of which might be emotionally demanding






	
PERSON SPECIFICATION
	Cross  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:

	
	Relevant degree level qualification in Housing Management or substantial relevant experience of Housing Management or Local Government.
	x
	
	AF,CQ

	
	Evidence of continuing professional development and/or membership of a professional body.
	
	X
	AF, CQ

	2. 
	Relevant Experience:

	
	Substantial management experience which demonstrates the ability to initiate, plan, monitor, develop and implement service provision
	X
	
	AF,I

	
	Significant experience of making change and service improvement in a complex environment
	X
	
	AF,I

	
	Experience in managing complex data and information from a variety of sources, and ability to analyse and interpret performance data
	X
	
	AF,I

	
	Experience of delivering and planning services at an operational level
	X
	
	AF, I

	
	Experience of successfully managing activity and performance targets. Ability to ensure projects and work activities comply with monitoring and reporting requirements and that an effective escalation process is in place, to highlight delivery risks and issues to ensure planned contingencies and that mitigating action is agreed.
 
	X
	
	AF, I

	
	Ability to build and maintain effective teams, ensuring the health, safety and wellbeing of all staff within the team.  
	X
	
	AF, I

	
	Experience in leading co-creative community engagement activities   
	x
	
	AF, I

	
	Experience and willingness to work outside of an office environment
	x
	
	AF, 

	
	Experience of delivering reports to senior management and governance structures as necessary.
	x
	
	AF, I

	
	Experience of working in a social housing or related service at a senior level
	X
	
	AF,I

	
	
	
	
	

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

	
	Motivation to work with young people and/or vulnerable adults 
	X
	
	AF

	
	Ability to form and maintain appropriate relationships and personal boundaries with young people and/or vulnerable adults 
	X
	
	AF, I

	
	Ability to lead on work across Neighbourhoods and Housing ensuring  resources undertake efficient  delivery and that the necessary support resources are identified, planned and allocated to work packages ensuring outputs are delivered within timescale at the required level of quality.
	X
	
	AF, I

	
	Ability to evaluate and resolve complex management challenges and put forward and deliver credible solutions
	X
	
	AF, I

	
	Able to challenge constructively, to design and introduce improvements and to manage change effectively
	X
	
	AF, I

	
	Proven management skills, including the ability to lead and motivate others, encourage teamwork, delegate and to get the best out of people
	X
	
	AF, I

	
	Ability to think and operate strategically and translate strategy into practical plans
	X
	
	AF, I

	
	Excellent decision-making skills to prioritise workloads and the ability to make informed decisions quickly, in a high-pressure environment where demands frequently exceed resources.
	X
	
	AF, I

	
	Effective organisation, planning and time management skills
	X
	
	AF, I

	
	Ability to effectively organise exhibitions, public and partner participation forums and community events etc
	X
	
	AF, I

	
	Assertiveness, self-motivation and self-seeking in a demanding, multi-disciplinary environment
	X
	
	AF, I

	
	Experience of building effective relationships and working in partnership with and influencing a range of different stakeholders, contractors, and internal service teams to deliver successful outcomes
	X
	
	AF

	
	Matrix manage as required appropriate staff across Neighbourhoods and Housing and contractors who are supporting service improvement projects around resident engagement.


	x
	
	AF

	4. 
	Knowledge:

	
	Knowledge of the current regulatory framework, legislation and building safety reforms / requirements for Social Housing in  England.  
	X
	
	AF, I

	
	In depth change management and some technical knowledge to be a  strong and visible strategic driver of change and support.
	X
	
	AF, I

	
	Able to predict and drive change in a rapidly changing environment to deliver a performance based culture
	X
	
	AF, I

	
	Understand how government policy/legislation impacts on council strategy and services
	X
	
	AF, I

	
	Ability to analyse and solve problems with an appreciation of possible longer-term implications
	X
	
	AF, I

	
	Knowledge of engagement techniques with hard to reach groups
	X
	
	AF, I, P

	
	Knowledge of Housing Management in Hull
	
	X
	AF

	
	A sound understanding of the process of public consultation and engagement required in the development of strategies and plans.  
	X
	
	AF, I

	
	Knowledge of social housing resident engagement obligations
	X
	
	AF, I

	
	Demonstrable knowledge of best practice community engagement 
	X
	
	AF, I

	
	Demonstrate effective knowledge of resource planning to develop and deliver solutions and positive outcomes.  This will require change management and some technical knowledge to be a solid and visible strategic driver of change and service improvement.

	X
	
	AF, I

	
	Provide effective  knowledge and expertise to manage work activity, avoiding duplication or conflicts, and ensuring activities are underpinned with recognised and appropriate project management methodologies.  

	x
	
	AF , I

	5. 
	Interpersonal/Communication Skills:
Verbal Skills

	
	Strong relationship development and leadership skills with senior management, stakeholders and peers
	x
	
	AF, I

	
	Ability to manage expectations and wishes of key stakeholders who may have opposing views and motivations
	x
	
	AF, I

	
	Strong analytical skills with the ability to process complex information and explain/present the information
	x
	
	AF, I

	
	Ability to build and maintain positive relationships with the team and a wide range of internal and external stakeholders
	x
	
	AF, I

	
	Ability to communicate verbally to a diverse range of audiences, using a range of presentation methods
	x
	
	AF, I, P

	
	Ability to establish effective governance structures and ensure the Neighbourhoods and Housing’s Senior Management Team and other appropriate governing bodies receive timely update information, to direct the work activity and ensure monitoring outputs are delivered and planned benefits are realised. 

	x
	
	AF, I

	
	Written Skills

	
	[bookmark: Text20]Strong written communication skills including the ability to receive and present complex, sensitive or contentious data to individuals and groups, overcoming barriers to communication.
	x
	
	AF, I

	
	Ability to write structured, accurate and concise reports to a high standard using ICT skills e.g presentations, briefing papers, letters, press articles, social media platforms.
	x
	
	AF, I

	
	Ability to prepare funding bids and keep appropriate records
	
	x
	AF, I

	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 engagement, 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
	
	AF

	
	A proven commitment to high levels of customer service. 
	x
	
	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. 
	Values and Competencies:

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

	
	Values:

	
	People First
	X
	N/A
	I

	
	Respect
	X
	N/A
	I

	
	Learning
	X
	N/A
	I

	
	Ambition
	X
	N/A
	I

	
	Partnership
	X
	N/A
	I

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

	
	Competencies:

	
	Leading forward
	X
	N/A
	I

	
	Improving services
	X
	N/A
	I

	
	Analysis and decision making
	X
	N/A
	I

	
	Making things happen
	X
	N/A
	I

	
	Communicating with impact 
	X
	N/A
	I

	
	Collaboration 
	X
	N/A
	I

	
	Developing self and others
	X
	N/A
	I

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

	8. 
	Additional Requirements:

	
	Cross as an essential requirement if the candidate requires a Baseline Personnel Security Check (BPSS).
	
	N/A
	

	
	
	
	
	





	9. 
	Disclosure of Criminal Record:

	
	The successful candidate will not require DBS disclosure. 
	
	N/A
	DBS Disclosure

	
	If the postholder requires a Standard or Enhanced DBS disclosure the candidate is required to declare full details of everything on their criminal record unless the conviction/s and/or caution/s are considered “protected” in line with filtering rules for DBS checks.
	
	N/A
	AF(after short listing)

	
	If the postholder does not require a DBS disclosure, or requires a Basic Disclosure check only, the candidate is required to declare unspent convictions only.
	x
	N/A
	AF(after short listing)
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