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190 Iverson Road, London NW6 2HL  
HR@innisfree.org.uk www.innisfree.org.uk 

 

 

May 2022 

 

Dear Applicant, 
 

Innisfree Housing Association – Tenant Engagement Officer 

 

Thank you for your interest in this position. Enclosed is the information you will require 
to assist you in completing your application. 
 

To apply please can you: 

 

• Provide an up-to-date CV which shows your full career history with any breaks 
explained – we recommend that this is no longer than three pages; 
 

• Include two referees – one of whom should be your current/most recent 
employer 

 
• Write a supporting statement detailing how you are a good candidate for this post and 

how you fulfil the person specification – we recommend that this should be a maximum 
of three pages; 

 

• Part-time and flexible working options, please state preferred hours. 
 
 
Please note that applications can only be considered if all the documentation 
is completed. 
 

Once complete, please send your application, preferably in MS Word format, by email to 
HR@innisfree.org.uk    
 
Due to postal unreliability, we recommend you e-mail your application to us 
wherever possible to avoid missing the deadline. 
 
Applications must be received by 3rd June 2022. 
 
 
I look forward to hearing from you. 
 
Kind regards 
 
Sam Connell 
 
Samantha Connell 
Operations Director 

mailto:HR@innisfree.org.uk
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About Innisfree Housing Association 
 
 

Innisfree was established in 1985 on the 

back of the campaigning zeal of a small 

group of individuals who were driven to 

do something about the poor health and 

housing conditions of the local Irish 

community in Brent. 

 

From the management of short-life housing in one borough, Innisfree has grown 

substantially and now owns over 575 homes, mainly in North & West London. We provide 

family homes, a very successful scheme for Irish Elders and shared housing for single 

people. Over 50% of our tenants are Irish. The Irish roots of the organisation are also 

reflected in the make-up of the staff team, the Board of Management and its committees 

as we seek to represent the communities we serve. 

 

Innisfree is proud of its Irish roots and of our experience and expertise in working with 

migrant communities to reduce the sense of isolation that often comes with migration. 

Our future is in continuing to serve the Irish in London – our core group – whilst 

welcoming residents with other backgrounds and life experiences. 

 

Our Vision 

As a leading Irish charity, we see the residents and communities for whom we provide 

homes and services enjoying healthy and fulfilling lives, involved in the wider community 

whilst keeping a positive sense of their particular identity. 

 

Mission 

Our mission is to provide housing for people and support them so that they can play an 

active part in their community. We speak up for the people we serve, including those who 

are new to their neighbourhood, drawing on the experiences of and celebrating our Irish 

roots. 

 

Our Values 
 

Personal: we are customer focused, responsive and always thinking about the individual in 

our relationships and plans. 

 

Progressive: our ambition and enthusiasm, our commitment to growth and our courage– to 

work for what is right not just popular.  
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Integrity: is about doing things in the right way, being open and fair and treating everyone 

with respect, celebrating people’s differences. 

 

Quality: signals excellence in all that we do, looking for value for money and ensuring we 

have the best governance arrangements and staff team. 

 

Rooted: describes our ongoing connection to our original mission in serving the Irish 

communities and that we here for the long haul, cultivating the resources we look after. 

 

Strategic Objectives 

These objectives guide our work: 

Delivering for our communities 

➢ Offer highly personalised housing services 

➢ Shape the places we work 

➢ Act as an advocate for our communities 

Making best use of our resources 

➢ Invest in our current homes to improve the standard of residents’ homes and protect 

our assets 

➢ Support the Innisfree team to be a highly effective resource, helping to deliver our 

mission 

Providing more homes 

➢ Build new homes of high quality, meeting the need of the community we serve 

➢ Acquire and manage more homes 

➢ Provide new homes of different types 

Speaking up for the communities we serve 

➢ Work in partnership with specialist organisations supporting our residents to live 

healthier and more fulfilled lives.  

 

➢ To build and sustain effective relationships both internally and externally, 

communicating effectively at all levels.
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JOB DESCRIPTION TENANT ENGAGEMENT OFFICER 
 
 

Responsible to:  Operations Director 
 

Responsible for: Not Applicable 
 

Salary Band: £30,000 Circa (pro rata) 

 

Date: May 2022 

 

Overview of the Role and Responsibilities 
 
Working as part of the Operations Team the Tenant Engagement Officer will be focusing on 
the tenant & resident experience. This post will actively engage with tenants and residents, 
to ensure they have the opportunity to contribute their views to service delivery, policy 
development and other issues which affect them.  

 
The post requires an energetic and flexible approach to work. You will have a 
comprehensive and up to date knowledge of social housing to ensure residents are actively 
engaged and feel involved in how we improve services. 

 
The postholder will seek to further develop tenant and resident participation. They will 
work in partnership with relevant stakeholders to ensure effective community 
engagement. The post is part-time and hours are relatively flexible. There will be a need 
for the postholder to work evenings on occasion to support the relevant groups. 
 
To be successful, you will have the ability to provide a high level of customer care and be 
a good, confident communicator and can demonstrate excellent analytical, written and IT 
skills. 

 
Set out below is a summary of the key responsibilities of this post. This list is not intended 
to be comprehensive in all areas, but is rather to highlight the main issues and targets. 

 

Key Responsibilities 

➢ To play a lead role in encouraging and developing client and tenant involvement across 
the organisation. 

➢ To deliver an excellent customer service, ensuring our approach to residents is 
proactive, positive and non-judgemental at all times. 

➢ To keep abreast of key legislative and procedural matters which affect your work as 
Tenant Engagement Officer. 

➢ To work closely with residents, colleagues and external stakeholders to deliver the 
corporate plan and operational targets. 

➢ To plan, implement and monitor a menu of options for resident engagement, ensuring 
services reflect residents’ needs. 

➢ To encourage and facilitate resident engagement and involvement, ensuring residents 
are able to shape service delivery and scrutinise performance. 

➢ To plan and facilitate of online and in-person focus groups and network sessions. 
➢ To project manage the delivery of tenant surveys including design, promotion, data 

collection using survey monkey tools, analysis and production of the final report.     
➢ To deliver involvement training to staff and tenants, involving tenants in the co-design, 

co-production of this training.         
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➢ To develop positive partnerships with internal and external 
partners/stakeholders in order to facilitate tenancy sustainment, community 
development and to ensure the best possible services for Innisfree residents.   

➢ To report on the impact of resident engagement activities to colleagues, Exec Team 
and Board. 

➢ To respond and resolve informal complaints/resident dissatisfaction on service 
delivery issues. 

➢ To work with the Maintenance Team as required to ensure residents receive the best 
possible repairs and maintenance service, working together to resolve any complaints          

➢ To work with the Operations Director to review policies and procedures for 
approval as and when required.   

➢ To undertake any other reasonable duties that may be required from time to time 
 
 
Note: This job description is a broad summary of the role; it does not cover every issue or 
task which may arise within the post at various times.  The post-holder is expected to work 
flexibly and carry out other duties as required from time to time
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PERSON SPECIFICATION 
 

TENANT ENGAGEMENT OFFICER ROLE 
 

Competencies    
➢ Ability to work as part of a high performing team 
➢ Ability to develop and sustain a wide range of relationships, including internal staff, 

clients, tenants with a diverse range of needs and with external partners and 
organisations. 

➢ Ability to plan, organise and implement work, on own initiative, with minimum direct 
supervision 

➢ Ability to design and deliver training to staff and tenants.  
➢ Ability to set, satisfy and exceed targets  
➢ Excellent and confident communicator at all levels – verbal, written, report 

writing, presentations   
➢ Strong analytical skills/ability to prioritise & problem-solve 
➢ Good IT skills including Outlook, Excel, Word   
➢ Strong customer care management  
➢ Self-motivated, decisive and persuasive  
➢ Ability to work under pressure with a flexible effective work style  
➢ Innovation and change management  
➢ Commitment to the delivery of quality services 

 

Knowledge 
➢ Housing and equality legislation    
➢ Housing issues in London and greater London area  
➢ Issues affecting the Irish community in London 
➢ Awareness of data protection and an understanding of how to manage confidential 

information 

Experience 
➢ Minimum of 2 years’ experience of working in a customer focussed environment, 

providing and developing high quality, customer focused, value for money services 
and programmes that involve and empower customers to contribute to and scrutinise 
services and develop their communities. 

➢ Experience of client and/or tenant involvement. 
➢ Experience of successfully working with front line operational services in particular in 

leading and managing resident or customer consultation and focus groups. 
➢ A real understanding of how to gather resident’s needs and be keen and skilled at 

developing a positive rapport with tenants, tenant’s representatives, stakeholders and 
partners.   

➢ Experience of working with a wide range of people who are: vulnerable, 
homeless, elderly, low income households   

➢ Experience of working with other social landlords, statutory and voluntary agencies  
➢ Proven examples of resolving difficult/complex situations  
➢ Experience of using IT packages including Word, Excel and Outlook 

 

➢ Education 
➢ Good level of education, literate and numerate    
➢ Willingness to undertake professional development 
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Organisation Chart  
 

John Delahunty

Chief Executive

Eddie O’Riordan

Finance Director

Anna Ferdinand

Office Services 
Manager

Carolina Cabral

Customer 
Services Assistant

Vacant

Finance Assistant

Sam Connell

Operations 
Director

Sean Cogan

Income 
Management 

Officer

Cecilia Green 
Scheme Manager

Holly Gibson

Project Officer

Juliet Salt

Housing Officer 

Kathy Macdonald

Housing Officer

Vacant 

Tenant 
Engagement 

Officer 

Mike Dunn

Maintenance 
Contracts 
Manager

Emma Howe

Maintenance 
Administrator

Juliette Walcott

Housing Officer 
[temp]Jane Cameron

Executive 
Assistant

Vacant

Housing Data 
Assistant

Innisfree Structure Chart – May 2022 
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Principal terms and conditions 
 

(For information purposes only)  
 
 

 

1. Position Tenant Engagement Officer  
(part-time-21 hours per week - 12 month contract) 

 
2. Salary and benefits £30,000 Circa 
 
 

Pension 

 

Innisfree provides a workplace pension scheme. 
 

Other benefits 
 

Innisfree makes access to an Employee Assistance Programme available for all our 

staff. 
 

Childcare vouchers are available on a salary sacrifice basis. 

Travel: season ticket loan, Oyster Card, mileage scheme for cars, motorcycles and 
bicycles. 

 

3. Holiday entitlement 

 
You are entitled to 26 days holiday each holiday year (pro rata) plus an extra day for 
each year’s service up to a maximum of five extra days. In addition, you are entitled to 
take the usual public and bank holidays in England and Wales. You will be paid your 
normal remuneration during such holidays. 

 

 

4. Working hours 
  

21 hours per week 

 

 
5. Our Office 

 
The role will be mainly remote based (working from home) with flexible working 
options available. You will also have the opportunity to work with the team in our 
office in West Hampstead. 

 
Innisfree is located in the heart of West Hampstead, a few minutes’ walk from West 
Hampstead stations, serviced by Overground, Thameslink and Jubilee line.  
 

 
Office Address: 190 Iverson Road, London, NW6 2HL
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Key dates and the selection process  
 
 
 
 

 

Closing date: 3rd June 2022 
 
 
 
 
 

 

Interviews with 
13th & 14th  
(Video call) 

Innisfree HA:   
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 


