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· Job title: Resident Engagement Officer (Retrofit)
· Grade: 5
· Business area: Environment
· Reporting line:  Project Manager (Retrofit)
· Team: Retrofit
Job Purpose
The Retrofit Team within GMCA’s Environment Directorate has an exciting opportunity for a Resident Engagement Officer (Retrofit) to support the delivery of its retrofit programmes to meet the needs of the GM 5-year Environment Plan and Retrofit Action Plan.
Working as part of a team and closely with GM local authorities, VCFSE organisations, and installers, you will be responsible for supporting the delivery of funding for the retrofitting of owner occupied and privately rented homes. This will be primarily through the GM Warm Homes: Local Grant programme.
This role requires the delivery of a diverse front-line service to support residents and landlords in retrofitting their homes, from promoting the available funding, identifying eligible properties, supporting residents and landlords through the application process, including helping to resolve any blockages, through to providing support and guidance for those who are ineligible for grants by signposting them to other funding streams. An additional focus of this role will be on the promotion of retrofit funding schemes through the development of marketing materials and communications campaigns, including social media, as well as providing similar support across the wider Environment Team.

The role will evolve in reach as the GM Warm Homes: Local Grant programme develops, with initial responsibility covering multiple GM local authorities moving to a more direct offer for a smaller number of GM local authorities as delivery grows. As such, stakeholder and relationship management will be critical to the role and the postholder will need to establish and develop relationships with local authorities, their partners, installers, and internal colleagues within the wider retrofit team and elsewhere in GMCA.
Training will be provided once in role if required in relation to energy efficiency, fuel poverty, and housing retrofit.
Key working relationships
1. Programme and Policy Lead (Retrofit)
2. Programme Manager (Retrofit)
3. Senior Project Manager (Retrofit)
4. Technical Officer (Retrofit) and wider GMCA Retrofit Team
5. Local Authorities and respective stakeholder groups
6. Installers
Key Responsibilities
1. Liaise effectively with assigned GM local authorities to promote retrofit programmes by co-creating and distributing promotional material.
2. Identify, develop relationships, and work with external VCFSE organisations to promote retrofit programmes with the communities they serve.
3. Develop, implement, and deliver resident and landlord engagement activities both in person and digitally. This will be both specific to the GM local authorities you are assigned to and collaboratively with other Resident Engagement Officers and the Senior Project Manager across GM.
4. Act as first point of contact for resident and landlord retrofit enquiries within the GM local authorities you are assigned to.
5. Advise residents and landlords on retrofit measures to direct them to the best approach for their home.
6. Support residents and landlords to apply for funding through GMCA’s Retrofit Portal, including the collation and submission of the evidence required to prove eligibility.
7. Support residents and landlords who require additional assistance, for example, due to vulnerability, a lack of IT skills, or English not being their first language.
8. Support effective communication between installers and the residents and landlords receiving retrofit measures, including attending site meetings.
9. Investigate and resolve any complaints, disputes, problems, and queries, acting as the primary point of contact and escalating the matter where required.
10. Maintain accurate notes and records of issues raised and action taken.
11. Collate data on activities and delivery for internal and external reporting requirements.
General
1. Play a key supporting role in delivering retrofit in line with the GM 5-year Environment Plan and Retrofit Action Plan.
2. Deliver high levels of customer service to ensure effective communication of the rules and requirements of the different funding programmes, and support residents and landlords as required in communicating with installers to ensure good relations are maintained.
3. Be both self-sufficient and able to take direction from the Senior Project Manager and other stakeholders in the effective delivery of resident and landlord engagement.
4. Ability to keep detailed records and provide information to the Senior Project Manager for reporting requirements.
5. Undertake relevant training as required to deliver the role.
6. Ensure strict compliance with Health and Safety requirements.
7. Ensure strict compliance with the UK General Data Protection Regulation (UK GDPR) and the Data Protection Act in relation to any data gathered from residents and landlords. This includes compliance with data retention and deletion requirements.
8. Work collaboratively and positively with internal and external teams on cross cutting work as and when required.
NB: This list of duties and responsibilities is by no means exhaustive, and the post holder may be required to undertake other relevant and appropriate duties as required. 
Knowledge, Skills, and Experience
Knowledge & Experience
1. Knowledge of energy efficiency, fuel poverty, and housing retrofit.
2. Experience of providing advice and guidance in a customer facing environment.
3. Experience of delivering in-person engagement events in various setting, ideally events that have been organised by the individual.
4. Experience of working with database systems.
5. Experience of providing support to people who require additional assistance, for example, due to vulnerability, a lack of IT skills, or English not being their first language.
6. The ability to create and manage your own workload as well as taking direction to ensure days are planned to maximise outcomes.
7. The ability to work effectively in a fast-paced environment and take decisions independently when required.
8. The ability to work collaboratively and positively with colleagues where your work interacts with other workstreams to ensure best outcomes.

Skills, Values & Behaviours
1. Hold a full driving licence valid to drive in the UK and able to drive to multiple locations across GM using your own vehicle and business motor insurance.
2. Excellent verbal communication skills, including the ability to confidently speak with people of various educational, social, and ethnic backgrounds individually and in groups.
3. Excellent written communication skills, including the ability to competently write emails, letters, and reports.
4. Good level of numeracy.
5. High level of IT literacy in MS Office (Outlook, Word, Excel, PowerPoint) and data management and analysis.
6. High level of accuracy and attention to detail with a strong commitment to high-quality work.
7. Strong interpersonal, influencing, negotiating, presentation, and promotional skills.
8. Be confident and enthusiastic, flexible and adaptable, organised and methodical, punctual and reliable.
9. Ability to self-motivate, show initiative, and generate ideas to achieve the best outcomes.
10. Committed to public service and partnership working to deliver high quality programmes that improve outcomes for the residents of GM.
11. High standard of integrity and ethics, together with the ability to maintain professional standards and trust that reflect positively on GMCA.
12. Capacity to cope with ambiguity, challenges, pressures, and setbacks in a positive and resilient manner, working independently and as part of a team to find solutions.
13. Understanding of and commitment to the promotion of equality and diversity.
14. Ability to work with tact and diplomacy, showing care and consideration for others, particularly when working with residents who may be classed as vulnerable.
15. A desire to constantly learn, welcome constructive feedback, and reflect on own practice.
16. A willingness to share best practice with other Resident Engagement Officers, the Senior Project Manager, and the wider retrofit team.
Corporate Duties
Do not behave in ways which discriminates against your fellow employees, or potential employees on the grounds of their sex, sexual orientation, marital status, race, religion, creed, colour, nationality, ethnic origin, or disability. 
Safeguard at all times confidentiality of information relating to the public, staff, and pensioners. 
Refrain from smoking in any areas of Service premises. 
Behave in a manner that ensures the security of property and resources. 
Abide by all relevant Service Policies and Procedures. 
Records Management / Data Protection - As an employee of the GMCA, you have a legal responsibility for all records (including employee health, financial, personal, and administrative) that you gather or use as part of your work with the Service. The records may be paper, electronic, audio, or video. You must consult your manager if you have any doubt as to the correct management of the records with which you work. 
Confidentiality and Information Security - As a GMCA employee you are required to uphold the confidentiality of all records held by the GMCA, whether employee records or GMCA information. This duty lasts indefinitely and will continue after you leave the GMCA employment. All employees must maintain confidentiality and abide by the Data Protection Act. 
Data Quality - All staff are personally responsible for the quality of data entered by themselves, or on their behalf, on GMCA’s computerised systems or manual records (paper records) and must ensure that such data is entered accurately and in a timely manner to ensure high standards of data quality in accordance with Departmental protocols. To ensure data is handled in a secure manner protecting the confidentiality of any personal data held in meeting the requirements of the Data Protection Act. 
Health and Safety - All employees of GMCA have a statutory duty of care for their own personal safety and that of others who may be affected by their acts or omissions. Employees are required to co-operate with management to enable GMCA to meet its own legal duties and to report any circumstances that may compromise the health, safety, and welfare of those affected by the Service’s undertakings. 
Service Policies - All GMCA employees must observe and adhere to the provisions outlined in these policies. 
Equal Opportunities - GMCA provides a range of services and employment opportunities for a diverse population. As a GMCA employee you are expected to treat all employees / partners / members of the public and work colleagues with dignity and respect irrespective of their background. 
6

image1.png
GREATER
G M CA MANCHESTER

COMBINED

AUTHORITY




