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	Role Title
	Senior Housing Engagement Officer

	Job Family
	Families and Homes

	Competency Level
	Principal Officer/Manager

	Pay Range / Scale
	PO1

	Purpose
The Senior Housing Engagement Officer is responsible for delivering effective communication with Waltham Forest Housing tenants, leaseholders, customers, and stakeholders and for delivering effective customer engagement using a range of communication channels.
To contribute to the building of the service’s reputation by generating case study driven content. To be responsible for improving the use of digital communication and engagement channels.

	Generic Accountabilities
	End Results/ Outcomes

	Provide advice and make recommendations based on up to date knowledge and analysis / evaluation of information.

Manage escalated or complex customer issues within the relevant area.
	Expert advice, information, interpretation and support are provided on the full range of technical / professional issues within the area of responsibility.

Issues are managed through to a satisfactory conclusion.
Risk to the Council is minimised.

	Contribute to the development of service plans to meet strategic business goals. 
	Strategic and operational input is provided to wider business planning and development.

Customer needs are identified.

Services meet legislative and policy requirements.

	Research developments in relevant area. Collate process and analyse information / data. Translate outputs into advisory reports / documents / actions as appropriate. 
	Relevant information / data are managed efficiently and accurately. 

Accurate and relevant information / reports / documentation are produced.

Trends and issues are identified and prioritised.

Statutory and procedural obligations are fulfilled. 

Management decision making is supported.

	Lead on the development, implementation, maintenance and management of systems, policies, procedures and / or standards within area of responsibility.
	Changes to systems, policies and / or procedures are identified and recommended.

All updates, amendments, developments are tested and approved prior to delivery.

Customers receive prompt, accurate policy / procedural updates.

Service standards are improved.

	Work closely with others to support/Manage the development and delivery of improvements in processes and procedures.  
	Identifies gaps in service provision/highlight policy issues and makes recommendations to resolve the issues.

Agreed improvements are developed, delivered and evaluated.

Issues and recommendations are brought to the attention of senior managers.

Benchmark against best practice authorities and center of excellence.

	Prepare and present a full range of reports (both standard and non-standard) covering area of responsibility.
	Reports are prepared, distributed / presented to the appropriate committee/ to the required standards and timescales.

Evidence based recommendations are made.

	Manage a portfolio of Projects and Reviews.
Lead on specific projects as required.
	Projects are delivered to agreed specification, timescales and budgets.

Change initiatives are successfully integrated and implemented across all impacted service areas.

Value for money is achieved.

Ongoing savings secured.

	Co-operate with and support colleagues.
	Colleagues are supported.

Required information is provided.

	Act in accordance with all policies and procedures which apply to the job and understand the reasons for this.
	All policies and procedures are complied with.

	Carry out all duties and responsibilities with reasonable care for the health and safety of self and others and report any potential hazards or unsafe practices to line manager.
	Work is carried out in a way that is safe and without risks to health.


	Job Specific Accountabilities:

	Prepare draft communication, publicity and information material, work closely with appropriate senior member of management for verification of material as required. 
Write articles, gather copy, collate photographs, proof read, edit and format newsletters/magazines and briefing documents for internal and external written communications
	Service is delivered based on Councils aims and objectives 

A variety of communications channels are explored and employed including the council’s own digital channels as well as traditional press.
Accurate and relevant information / reports / documentation are produced.

Customers receive prompt, accurate information and news.



	To have a good professional knowledge and some experience of the core professional disciplines of marketing, media, internal and digital communications
	Specialist knowledge is applied and benefits the service

	Manage design work for communication materials with external design specialists to deliver high quality output linked to brand consistency and liaise with printers and distributors to enable publications produced to meet deadlines and planned budget expenditure
	Relationships with key agencies, governance is maintained
Delivery of campaigns are organised and timely.

	To generate positive stories that uphold the council’s narrative and be able to write and produce content appropriate for different channels
	Research and use of specialist knowledge meets the Councils aims and objectives

Effective digital channels are used, including website, social media and e-bulletins that upholds and promotes the councils digital agenda.

	Co-ordinate and create stand-out digital marketing and engagement campaigns to help promote Waltham Forest Housings different service areas e.g. through the use of compelling content, email marketing, videos, podcasts, infographics, photography and digital engagement platforms.

	Communications skills, policy and political awareness helps develops and implement a range of creative communication strategies 

Good relationships with key media contacts

A variety of communications channels are explored and employed including the council’s own digital channels as well as traditional press


	Develop Waltham Forest Housings social media presence, ensuring that it is used to cultivate a dynamic relationship with WF Housing diverse audiences. This will include managing all of WF Housings social media channels (Facebook, LinkedIn, Twitter and YouTube) and liaising with staff to create and schedule relevant content. 


	To have a good understanding of the different communications specialisms and how to use them to deliver an integrated campaign.
Effective digital channels are used, including website, social media and e-bulletins that upholds and promotes the councils digital agenda.

	
	

	Maintain and update Waltham Forest Housing website content including facilitating digital consultation and engagement forums/platforms.  This will include ensuring content

and design is regularly reviewed and optimised to support the user journey and experience.
	Effective digital channels are used, including website, social media and e-bulletins that upholds and promotes the councils digital agenda.
Contribution to the development of the digital agenda is made through continuous use and progression of digital channels


	Monitoring conversations, success of communications, analyse trends and assess WFH reputation across all digital channels
	Accurate and relevant information / reports / documentation are produced.

Trends and issues are identified and prioritised.




	Nature of Contacts 

Key contacts are internal and external customers/stakeholders

Will involve direct contact with members of the public including dealing with challenging situations where influence may be needed.

Develop sensitivity, persuasiveness, and negotiation and assertiveness skills to communicate with diverse audiences in emotive circumstances.   Deal with people at all levels confidently, sensitively and diplomatically.



	Procedural Context

	Act within guidelines and standard procedures with discretion to allocate or otherwise organise work to meet service delivery requirements.  Works within laid down procedures but needs to deal with day-today problems without always referring to others.

Decisions will be made based on Council procedures.

Occasionally the post will be expected to work from other locations
Reports to: Inclusion & Engagement Manager


	Key Facts and Figures
Reports to Inclusion & Engagement Manager

Responsible for delivery and monitoring of the housing communications budget

Office based with occasional evening and weekend working.



	Resourcing

Budget Responsibilities: No
Supervisory Responsibilities:  No direct reports. The post will be responsible for overseeing the work of others

	Knowledge, Skills and Experience

· Knowledge of the use of digital media and familiarity of different digital channels for communication and engagement  and how to use and improve them
· Knowledge of proactive and reactive media relations 
· Experience of working in a marketing and/or communications function, ideally in a housing sector
· Experience of working across a wide range of communications projects including media campaigns, digital channels, marketing and events

· Experience of working in a highly pressured environment and delivering results to tight deadlines
· An understanding of local government, the services provided by local councils, and the responsibilities a council has to its residents
· Experience of clear writing skills and the ability to write for a range of different audiences and channels

· Experience of creating video and infographics for digital platforms

· Knowledge of social media

· Knowledge of website design and content management
· Skilled in digital marketing/comms e.g. email marketing, social media and content marketing
· Knowledge and experience of design and production of print materials and publications
· Excellent oral communications skills and the ability to maintain effective relationships at every level of an organisation

· Ability to translate complex information into a clear and approachable format for a wide range of audiences

· Good attention to detail, strong organisational skills and the ability to operate to tight deadlines in highly pressured environments



	Indicative Qualifications

Degree or equivalent or vocational qualification in relevant subject or area

Evidence of Continuous Professional Development

	The above profile is intended to describe the general nature and level of work performed by employees in this role. It is not intended to be a detailed list of all duties and responsibilities which may be required. This role profile will be supplemented and further defined by annual objectives, which will be developed in conjunction with the post holder.  It will be subject to regular review and the Council reserves the right to amend or add to the accountabilities listed.
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