MORAY COUNCIL

JOB DESCRIPTION

	1. JOB IDENTITY

	POST TITLE:	Customer Engagement Officer	
DEPARTMENT:	Housing, Property and Communities
SECTION:	Housing
LOCATION:	Council Headquarters, Elgin/Hybrid Working/Remote Working 
REPORT TO: 	Senior Housing Officer (Information)
GRADE:	7	POST NO:	MOR12304


	

	2. JOB PURPOSE AND WAY OF WORKING

	To co-ordinate, support and promote tenant and customer involvement in the design and delivery of Housing Services.  To reflect tenant priorities within strategic planning and deliver continuous improvement.  

	

	3. MAJOR TASKS

	3.1 Work in partnership with tenants/service users, staff and elected members to identify service requirements and strategic priorities.  

3.2 Develop a wide range of engagement opportunities and promote the benefits of participation to increase customer involvement.

3.3 Work closely with tenant groups, partner organisations and other Council departments to promote and encourage participation, share good practice and resources.

3.4 Build upon the capacity of tenants, service users, staff and elected members in the area of tenant/customer engagement and communication.

3.5 Oversee the tenant participation and training budget and process financial payments in accordance with financial guidelines.

	

	4. REPORTING RELATIONSHIPS	This job is indicated by *
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	5. DUTIES TYPICALLY INCLUDE:

	5.1 Work in partnership with tenants/service users, staff and elected members to identify service requirements and strategic priorities.  

5.1.1 Ensure corporate strategic outcomes are delivered such as those identified within the Local Outcome Improvement Plan (LOIP) relating to customer engagement.

5.1.2 Contribute to LHS aims/objectives relating to tenant participation and customer engagement.

5.1.3 Develop and implement the tenant participation strategy jointly with stakeholders.

5.1.4 Develop and monitor progress on action plans relating to customer participation such as the tenant participation strategy action plan and tenant survey improvement plan, ensuring milestones and key objectives are met.

5.1.5 Produce and present reports relating to tenant participation and customer engagement for Housing and Community Safety Committee and present these if required.

5.1.6 Ensure compliance with statutory requirements and keep up to date with guidance and developments which influence the delivery of housing services in relation to tenant and customer communication and participation.

5.1.7 Collect, analyse and report on performance management indicators relating to customer engagement and satisfaction.

5.2 Develop a wide range of engagement opportunities and promote the benefits of participation to increase customer involvement.

5.2.1 Develop and promote a wide range of engagement opportunities to consult service users and ensure their views are represented in policy development and in housing practice.

5.2.2 Develop and implement a framework to support tenant scrutiny and provide appropriate support to the Service Improvement Panel to enable them to effectively scrutinise housing services.

5.2.3 Implement digital communication tools and engagement opportunities including survey monkey, social media, email and other online platforms.

5.2.4 Design and gather feedback through satisfaction surveys and analyse and distribute feedback to managers.

5.2.5 Maintain the Register of Tenant Organisations as set out in the Housing (Scotland) Act 2001.

5.2.6 Maintain the list of interested tenants on the Housing Service’s primary system (NEC/iWorld) and use it for consultation purposes.

5.2.7 Improve the representation of harder to reach groups such as minority ethnic communities, young people and those with support needs.

5.2.8 Support the Asset Manager to publicise estate walkabouts and promote improvements made through completed projects.

5.2.9 Produce and facilitate the distribution of information for the public including the tenant newsletter, annual performance report, information leaflets and flyers/posters.

5.2.10 Develop and maintain customer participation content on the Council’s website and other online platforms, ensuring it is accurate and meets customer requirements.




5.3 Work closely with tenant groups, partner organisations and other Council departments to promote and encourage participation, share good practice and resources.

5.3.1 Liaise with and provide support to tenant groups including the Moray Tenants Forum and Service Improvement Panel.  This may include arranging meetings and events, chairing meetings, delivering presentations and providing information on Housing Services.  

5.3.2 Work with staff across the Housing Service and other Housing providers, national organisations and other partners to further joint approaches to tenant participation.

5.3.3 Represent the Housing Service at local and national meetings/working groups, events and conferences.

5.3.4 Work alongside colleagues in the Community Support Unit to deliver participatory budgeting for Housing Services.

5.3.5 Liaise with corporate colleagues to develop information suitable for tenants/customers such as publicity releases or publications.

5.3.6 Identify and consider the implementation of good practice and innovative methods for tenant/customer participation and communication.  

5.4 Build upon the capacity of tenants, service users, staff and elected members in the area of tenant/customer engagement and communication.

5.4.1 Contribute to development and review of the Housing Training Plan including consulting managers and arranging and/or delivering relevant training as required.

5.4.2 Contribute to the development and review of relevant policy and procedures.

5.4.3 Arrange and provide training/support tailored to meet the needs of tenant representatives, customers and/or tenant groups to enable them to effectively participate in decision making and/or engage digitally.

5.4.4 Provide training and support on tenant scrutiny to tenants, staff and Elected Members.

5.4.5 Promote the benefits of participation to housing staff and support them to continuously review, improve, develop and implement changes to Housing Services.

5.4.6 Ensure that accurate training records are maintained.

5.4.7 Assist in the audit and quality control of performance relating to tenant/customer participation in Housing Services.

5.5 Oversee the tenant participation and training budgets and process financial payments in accordance with financial guidelines.

5.5.1 Monitor expenditure relating to the tenant participation and training budgets.  This includes administering tenant group grant funding, authorising/processing invoices and monitoring expenditure.

5.5.2 Seek and apply for funding opportunities which develop or support tenant and customer participation or community based initiatives.

The above is intended to provide a clear but concise statement of the present MAJOR TASKS and ACTIVITIES of the job.  It is not an exhaustive list of all its detailed duties.





 MORAY COUNCIL
PERSON SPECIFICATION

Post:	Customer Engagement Officer

Department:	Housing, Property & Communities

Date Specification Completed:	July 2022

Note:  Any disabled applicant who meets the essential criteria for the post is guaranteed an interview.

	ATTRIBUTES
	ESSENTIAL
The minimum acceptable levels for safe and effective job performance
	DESIRABLE
The attributes of the ideal candidate

	(1) Experience
	Suitable experience of working in a customer focused environment preferably as a tenant or customer participation officer or similar profession which involves customers in the design and development of services.
Proven skills in developing and/or implementing strategic frameworks and improvement plans.
Experience in producing information suitable for the public such as press releases, newsletters, performance reports and other promotional materials.
Proficient in the use of Microsoft office software including Outlook, Word and Excel.
	Experience working within Local Government or a housing association.
Experience of identifying or applying for grants/funding.
Experience of partnership working.


	(2) Education & qualifications*
	Relevant qualification to HNC, SVQ3 level (or equivalent).

	Relevant qualification to HND.
Housing qualification.
Training qualification.

	(3) Skills/ abilities (general)
	Ability to use own initiative.
Ability to work as part of a team.
Ability to work with minimal supervision.
Effective personal organisational and time management skills, including ability to work under pressure and meet deadlines.
Self-confident and self-motivated. 
Ability to manage and prioritise workload, and to meet internal and external deadlines.
	


	(4) Skills/ abilities specific to post*
	Experience using systems or tools as a method of promoting digital engagement such as survey monkey, social media or other platforms.
You will be expected to travel efficiently and effectively between various work locations within Moray to meet the operational requirements of the Service.  Due to the rural nature of Moray this is normally undertaken by use of a car/van.
	Knowledge and understanding of housing specific issues and theories.


	(5) Inter-personal & social skills
	Appreciation, acceptance of and a commitment to the importance of confidentiality.
Ability to communicate effectively with people at all levels within the Council, external agencies, and customers.
Good communication skills; oral, written, digital and presentation.
Ability to facilitate, host and plan meetings and events effectively
Ability to manage conflict situations.
Willingness to accept direction/delegation.
	

	(6) Working environment & physical demands
	Ability to work from home and also in a shared office as required.
Ability to work in different offices dependent on the Service.
Ability to work flexibly to meet the needs and demands of the service, including attending meetings or events which may take place in the evening or at a weekend.
	





* Candidates will be required to show these documents if invited for interview.

Satisfactory Disclosure Scotland check required?		YES/NO

Membership of Protecting Vulnerable Groups Scheme
(Working with Children)?           				YES/NO

Membership of Protecting Vulnerable Groups Scheme
(Working with Adults)?					YES/NO

Satisfactory pre-employment medical screening required?	YES/NO


Service Manager Housing Strategy


Senior Housing Officer (Information) 


Customer Engagement Officer*


