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	Job Title:
	Resident Liaison Officer (Warm Homes Wave 3)

	
	Service Area:
	Housing 

	
	Team:
	Capital Programme Team

	
	Salary:
	Band 4 (SCP 12 to 17)



Job Description
Introduction
East Suffolk Council (the Council) own and manage c4,400 socially rented homes. Approved in 2023, ‘Our Direction 2028’, the Council's strategic plan, includes a specific theme of Sustainable Housing. The vision is that ‘All homes in East Suffolk are safe, suitable and sustainable, in communities where residents are proud to live’.
The Council has c1,100 homes which it estimates have an EPC Band of D or poorer. Not all of the Council’s properties have a published EPC. A bid for grant funding was made to the Department for Energy Security and Net Zero (DESNZ) for the Warm Homes Wave 3 (WH:W3) programme for circa £17M which will be 50% co funded by East Suffolk Council. 
The key aims and objectives of the WH:W3 are to tackle fuel poverty, improve the comfort and health of residents. The works must minimise the risk of poor internal air quality, effectively manage moisture internally and not increase the energy costs to tenants.
Main Purpose of Job:
The post requires someone who is an excellent communicator and able to engage with and influence a wide variety of stakeholders and residents. As a key part of the role is building trust and a rapport with residents, the candidate must also be capable of following procedures and being firm but fair. 

Embedded within the Warm Homes Wave 3 (WH:W3) Delivery Team to arrange access for a wide variety of purposes and to be first point of contact for any tenant WH:W3 programme queries and questions. These will include (but are not limited to) providing advice and outlining the aims and objective to tenants of the programme. Accompany retrofit assessors when carrying out property visits. Be the liaison between contractors appointed to carry out works and the residents. You will spend a good deal of your time visiting tenants and engaging with them, removing the barriers which stop our contractors from gaining access to homes.

You will be expected to Work independently and methodically to ensure an audit trail where legal proceedings may be required. 

You must have a full driving licence and be willing to work changeable hours during the week and very occasionally at weekends.

Our Values
You will be expected to work in line with our values which are:
	Proud - Believing in who we are, what we do and where we live

	Dynamic - Transforming the future with you in mind

	Truthful - Honest and clear in all we do

	Good Value - Delivering outstanding services, smartly & economically

	United - Whoever we work with, we work as one team



Key Responsibilities:
1. Making direct contact in a variety of ways to engage with tenants to secure access for retrofit assessments and any improvement works.
2. Consult with tenants to outline the aims, objective, and benefits of the WH:W3.
3. Seek agreement and any funding requirement sign offs from tenants. 
4. Maintain effective working relationships with residents, staff, external agencies, and any other stakeholders.
5. Making relevant enquiries with other stakeholders to determine any barriers to accessing the property.
6. Compiling evidence records about your visit, along with any necessary paperwork required by the funding authority.
7. Visiting properties as required to deliver the programme. 
8. Be responsible for arranging your own appointments across a wide geographical patch and keeping travelling to a minimum. 
9. Working by yourself, often in different geographical areas each day.
10. You will need to be an innovative thinker, and you will be comfortable taking the lead role liaising with tenants.

11. To be accountable and proactive in listening and responding to Tenant’s needs in the communities where they live.

12. Draft relevant communication to tenants, i.e. Information packs or introduction letters seeking agreement and sign off from the Contract Manager WH:W3.

13. Attend resident’s meetings as required that could be outside of normal working hours.

14. Undertake any additional responsibilities as directed by the line manager commensurate with the level and grading for the role.

15. Adhere to the Council’s policies, rules and procedures including, Health and Safety, Equal Opportunities, all other legislative responsibilities, governance, financial and procedural rules.

16. Ensure compliance to the organisations Code of Conduct in the delivery and provision of services to staff and the community. 

Line Manager:	 Contracts Manager (WH:W3) 
Responsible for:  Delivery of the WH:W3 Programme
Political Restriction: 
This post is not politically restricted.

Note:	This is a description of the job as it is constituted at (October 2026) but, as the organisation develops, it may be necessary to vary the duties and responsibilities from time to time. It is the practice of the Council to periodically review Job Descriptions to ensure that they relate to the job as being performed or to incorporate whatever changes may be necessary. It is the Council’s aim to reach agreement to such reasonable changes with the postholder but if agreement is not possible the Council reserves the right to insist on changes to the Job Description after consultation with the postholder.

Person Specification
	
	Essential
	Desirable

	Knowledge and Experience
	· The ability to communicate with a wide variety of tenants, at times in demanding circumstances – it is important for the candidate to remain resilient. 
· Use of software systems in day-to-day duties.
· Dealing with the public in difficult situations
· Liaison with other partners and agencies
	· Previous experience of direct customer enforcement action. 
· Previous experience of working in Social Housing, local government or a customer facing environment.
· Knowledge of the construction and maintenance industry.
· Previous knowledge of Wave 1 & 2 Social Housing Decarbonisation Fund



	Skills and Abilities:

	· Good organisational skills
· Ability to work on own initiative in demanding situations.
· Good analytical and problem-solving skills.
· Ability to plan workload without constant supervision.
· Excellent communication skills
· Ability to communicate and negotiate effectively with internal and external agencies / partners / departments as well as tenants in all forms of communication.
· Can work well in a team and contribute effectively.
· Strong interpersonal and written skills
· Good IT skills i.e. proficient in Microsoft packages.
	· Personal resilience in challenging situations. 
· Presentation skills in all forms.
· Effective record management.

	Education and Training
	· Minimum GCSE English and Maths grade C or above. 
	

	Other Requirements
	· A commitment to Equal Opportunities
· A commitment to Corporate Working
· A commitment to ESC values.
· The post will involve access to vulnerable adults and children on occasions.
· Sociable and able to relate to a wide range of people.
· Full valid UK driving licence and use of own car
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