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Job Description: Tenant Involvement Officer Housing


Waverley is an ambitious authority, committed to being one of the leading Councils in the country at a time of major change by developing a high performing, highly engaged staff team to share the organisation’s values and deliver our corporate objectives.

	JOB DESCRIPTION

	Job title:
	  Tenant Involvement Officer

	Service:
	Housing

	Team:
	Service Improvement

	Location:
	The Burys, Godalming, Surrey, GU7 1HR

	Reporting to:
	Housing Service Improvement Manager

	Responsible for:
	n/a

	OUR ORGANISATIONAL VALUES 

	Collaboration
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	We know, work with and support one another. We collaborate with residents, businesses and partners and realise the potential of the Guildford and Waverley Collaboration. We empower ourselves and others.
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	We look after our own and other’s wellbeing. We know it’s okay to talk to each other about anything we are struggling with. We stay resilient and raise any concerns we have.

	Trusted
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	We abide by the Nolan Principles of Public Life: Selflessness, Integrity, Objectivity, Accountability, Openness, Honesty, and Leadership.

	Value for Money
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	We spend public money wisely and carefully. We understand and follow our governance processes and raise any concerns with the right person. We celebrate successes and learn from mistakes.

	
Professionalism
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	We provide professional advice and excellent service, we know our local areas and understand the communities we serve.  We listen to all concerns and ideas. We benchmark our performance and always strive to improve.






	
Principal purpose of the role

	To ensure tenant involvement and empowerment are at the heart of decisions, service provision and delivery in all aspects of the housing service.
To ensure the Council fulfills and adheres to legislative and regulatory tenant involvement and engagement requirements
To develop, champion and deliver the Council’s Tenant Involvement Strategy.
To keep abreast of good practice and new initiatives to support continuous improvement in tenant engagement and involvement.
To ensure the services are carried out in accordance with Council policy, current legislation and with a strong commitment to customer care.
To plan, coordinate and deliver a diverse calendar of tenant engagement events that strengthen community involvement, improve communication, and support service improvement.

	Main duties and accountabilities

	· Support the work of the Tenants Panel and other engaged resident groups, developing their capacity, developing and implementing an annual service/work plan with them and be their principal point of contact. This includes coordinating any associated training sessions, workshops, and events.
· Develop and implement a Tenant Involvement Strategy in partnership with tenants, Councillors, staff and other agencies which has reference to the Council’s Corporate Priorities, the Housing Service Plans and the Regulator of Social Housing Consumer Standards.
· Develop, procure and manage a range of internal and external tenant satisfaction surveys.
· Work with tenants, officers and Councillors to develop Local Standards, monitoring, reviewing and reporting performance to tenants and Councillors.
· Understand the Regulator of Social Housing regulatory requirements in relation to tenant involvement and empowerment, providing support to service managers, influencing their service delivery decisions and supporting the housing service to adhere to consumer standards.
· Develop and support tenant participation in service delivery, to meet the needs of tenants, through a range of outcome-driven, best practice, proactive and innovative approaches that are evaluated for success, including providing training to build capacity.
· Plan, manage and deliver a programme of tenant engagement events throughout the year, including estate days, community consultation events, recognition awards, workshops and drop-in sessions—ensuring wide and inclusive participation.
· Develop and implement, with housing staff, opportunities for tenant participation in strategic work of the housing service, such as housing staff recruitment, procurement of housing services, service reviews, budgets and business planning.
· Keep up to date with regulatory requirements and best practice in tenant participation and disseminate to the Council’s staff and Councillors by a variety of means (e.g. staff briefings, training workshops, reports etc.)
· Maintain tenant and leaseholder representation on the Editorial Board for the production of Waverley Homes and People, the Council’s newsletter for tenants and leaseholders, website and mass tenant communications.
· Liaise with the Community Development team in developing local neighbourhood agreements and ensure it complements other engagement activities.
· Support the Housing Management team in the development of local residents associations, ensuring they have the skills and capacity to support these groups and other new local initiatives.
· Coordinate the housing service’s participation activities, maintaining a database of participation work, carrying out an annual impact assessment evaluating the cost and outcomes from participation activities and provide reports as required.
· Lead on all event logistics, including venue booking, promotion, accessibility planning, stakeholder coordination, and evaluation.
· Collaborate with tenants and staff to co-design creative and inclusive event content that aligns with service priorities and enhances community engagement.
· Produce reports for and attend Tenant Panel, the Landlord Services Advisory Executive Working Group and other Council Committee meetings as required.
· Attend, plan, and support participation events in the community.
General
· Develop an understanding of the costs of resident engagement, ensuring residents are receiving best value for money by continually seeking ways to improve efficiency and outcomes.
· Produce activity and performance reports on a quarterly basis and statistical information as required.
· Manage budgets. 
· Utilise IT systems and new technology to maintain accurate records of all activities and transactions, making best use of electronic systems to improve work processes and efficiencies.
· Maintain and develop housing website pages in relation to tenant participation, and advise service managers on improvements to other housing pages.
Business Continuity 
· Play a pivotal role in business continuity planning and should the need arise assist in ensuring business recovery of key service provision in a 24 hour window.
Health and Safety
· Comply with all Health and safety legislation for your area of work, ensuring that risks are identified, managed and monitored as required.

	

Dimensions of the role

	Empower and support the Tenants Panel.
Manage the Tenant Participation budget.
Contract manage and/or design and deliver tenant satisfaction surveys. 
To attend, plan and coordinate approximately 10 evening meetings and four weekend events per annum.
To manage relationships with approximately 5,000 tenants, 400 leaseholders, and 50 Elected Members.
Plan and deliver a varied programme of 10–15 tenant engagement events annually.

	
Areas of Accountability/Problem Solving – Decision Making / Scope for Impact

	The Council’s Housing Service performance is assessed by tenants and the Regulator of Social Housing and this post plays a key role in the Council performing well against this assessment.
It has a major impact on how the housing service delivers its services through engaging tenants in choices and decisions and impacts on tenant satisfaction levels.

	Planning/Organising/Controlling

	· Empowering tenants to engage with services.
· Tenant Involvement Strategy.
· Tenant satisfaction surveys.
· Tenant communications.
· Tenant events – planning, coordinating, delivering, and evaluating tenant-facing events throughout the year.
· Principal contact and support for all engaged and interested tenants.
· Support housing teams with co-design and engagement in all services.

	Customers and Contacts

	INTERNAL
Housing staff at all levels
Accountancy
Communications staff
IT staff

EXTERNAL
Tenants, residents and leaseholders
Councillors
Voluntary and statutory organisations
Local groups
Contractors


	Service/Team Structure
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PERSON SPECIFICATION

Candidates must be able to demonstrate, giving examples, all essential criteria marked as A, A/C or A/I within their application form to be shortlisted for this role.

	
	Person Specification

	
	Essential criteria
	How Assessed
	Desirable criteria
	How Assessed

	Qualifications/ Education / Training / Experience

	Educated to A level or equivalent standard.
	A / C
	Degree in social
science or humanities subject
	A / C

	
	
	
	Professional Housing qualification
	A / C

	Knowledge /Technical Skills

	Experience of working in a social housing environment.
	A
	Awareness of Safeguarding
	A / I

	
	Sound knowledge of social housing legislation, best practice.
	A / I
	Experience of working in a local authority social housing environment.
	A

	
	Understanding of Regulator of Social Housing consumer standard requirements and their impact.
	A / I / E
	Experience of partnership working.
	A / I

	
	Good IT skills (preferably word processing, spreadsheets, PowerPoint, updating web pages and databases) with ability to learn and adapt to new technologies.
	A
	
	

	
	Experience of working in tenant participation with appropriate knowledge and understanding to drive it forward to improve services.
	A / I
	
	

	Communication

	Ability to influence and appropriately choose the right style of communication to fit the audience.
	A / I
	
	

	
	Ability to communicate persuasively with confidence both orally and in writing.
	I
	
	

	
	Ability to build relationships and rapport with range of
stakeholders
	
	
	

	Customer Service

	Understanding of and commitment to promoting equality and diversity in service
delivery and employment.
	I
	
	

	
	Accurate spoken English is essential for the post
	I
	
	

	
	The ability to understand the needs of a local community in the current policy context.
	I
	
	

	Team Working


	Ability to work both on own initiative and as part of a team.
	A / I
	Team management skills
	

	
	To be able to bring people together in order to lead change and meet customer
/stakeholder expectations on time and within cost
constraints
	A / I
	
	

	Managing self and others

	Strong organisational and administration skills and attention to detail
	A/ E
	Project management skills.
	A / I

	
	Plan and organise own workload
	A / I
	
	

	
	Ability to meet deadlines which can often be unpredictable and cause conflicting demands.
	A / I
	
	

	
	Stays calm and focused under pressure
	A / I / E
	
	

	Can do approach / Achieving results

	The ability to act on own initiative and take responsibility for decisions to achieve results.
	A / I
	
	

	
	Strong negotiation and
diplomacy skills.
	A / I
	
	

	
	Tenacity to pursue goals and challenge the status quo to bring
about change.
	A / I
	
	

	ADDITIONAL SPECIFIC REQUIREMENTS FOR THIS POST*


	For business continuity purposes you are required to have access to the internet at home
via broadband on a PC, laptop or tablet.
	A
	
	

	
	To navigate borough on public transport
	A / I
	Full and valid driving licence
	A / C

	
	Ability to carry equipment to and from venues.
	A / I
	
	

	
	To attend evening meetings when
required.
	A / I
	
	



* Please note that Waverley Borough Council cannot guarantee to supply you with the provision of equipment such as laptop, tablet, mobile phone or pool vehicle

How assesed:

A =	Application CV/Personal Statement
C = 	Certificates/professional Registration
D =	DBS police check
E =	Exercise
I =	Interview
M =	Medical assessment


	
For Official Use only

	Job title:
	 Tenant Improvement Officer
	Post no:
	

	Service:
	 Housing Services
	JE score:
	

	Team:
	 Service Improvement
	Pay band:
	7

	Location:
	The Burys
Godalming, 
Surrey GU7 1HR
	Position type:
(if part time, working pattern)
	Full time
37 Hours/ Five day week


	Competencies:
(level 1 – 4)
	Communication:
	2
	

	
	Customer Service:
	2
	

	
	Team Working:
	2
	

	
	Managing Self and Others:
	2
	

	
	Can do approach/Results:
	2
	


	Reviewed By:
	Annalisa Howson
	Date:
	17 July 2023

	Checked in:
	HR 
	Date:
	

	Last Updated:
	15 July 2025
	Date:
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