Job Description

	JOB TITLE:
	Resident Liaison Officer (Fire and Building Safety)

	GRADE:
	Grade I

	POST NUMBER:
	G011000223

	DIRECTORATE:
	Housing and Regeneration 

	SERVICE:
	Private Sector Fire and Building Safety  

	RESPONSIBLE TO	:
	Private Sector Fire and Building Safety Lead

	RESPONSIBLE FOR:
	N/A    

	


	DBS  - yes basic

Not politically restricted 

	JOB SUMMARY:	
	The Resident Liaison Officer (RLO) supports the Council’s Fire and Building Safety work, including the delivery of London Remediation Acceleration Plan (LRAP) 2029.

The role is the main point of contact for residents and leaseholders affected by inspections, enforcement, and remediation works. The RLO ensures residents are communicated with by developers and can easily understand what is happening, what it means for them, and what will happen next and the expectations they can have of developers and building owners.  

The post focuses on clear communication, resident support, and managing concerns, helping residents through what can be complex and disruptive work in their homes, while supporting successful programme delivery.


	ROLE REQUIREMENTS:
	
Resident Engagement and Communication 

	1. 
	Act as the main point of contact for residents and leaseholders affected by fire and building safety activity 

	2. 
	Provide clear, timely, and easy‑to‑understand updates to residents on matters that affect them.

	3. 
	Explain fire and building safety matters in plain English 

	4. 
	Arrange and attend resident meetings, drop‑ins, site visits, and home visits as required 

	5. 
	Build positive working relationships with residents and other stakeholders such as developers and managing agents

	
	
Resident Support and Issue Resolution 

	6. 
	Respond to enquiries, concerns, and complaints in a professional and timely way 

	7. 
	Manage difficult conversations calmly and sensitively 

	8. 
	Identify vulnerable residents and work with developers and other appropriate stakeholders to provide appropriate help 

	9. 
	Support access arrangements for inspections and works with resident groups if this is causing delays

	10. 
	Gather resident feedback to help improve service delivery

	
	
Case Management and Administration 

	11. 
	Keep clear and accurate records of resident contact, actions, and outcomes.

	12. 
	Track issues and make sure actions are followed up and completed on time.

	13. 
	Help prepare responses to complaints, Member enquiries, FOIs, and correspondence.

	14. 
	Draft clear written communications such as letters, emails, reports, and updates.

	
	
Partnership Working

	15. 
	Work closely with contractors, managing agents, freeholders, developers, and consultants to support coordinated resident engagement 

	16. 
	Work with housing, legal, environmental health, building control, and customer services to resolve issues effectively 

	17. 
	Promote a resident‑focused and solutions‑led approach

	18. 
	Work closely with contractors, managing agents, freeholders, developers, and consultants to support coordinated resident engagement 

	
	
General Responsibilities

	19. 
	Follow all relevant legislation, policies, procedures, and health and safety requirements 

	20. 
	Contribute to service improvement and best practice 

	21. 
	Carry out other duties appropriate to the role and grade



	CORPORATE RESPONSIBILITIES
	

	22. 
	Adherence to the council’s commitment to the health, safety and welfare at work policy:
· Always ensuring that duties and responsibilities are carried out in accordance with the Council’s Policies and Procedures including Financial Regulations, Standing Orders, Workforce & Organisational Policies and Procedures, the Council’s Health & Safety Policy.  

	23. 
	Act in accordance with the Council’s values, policies, and procedures at all times.

	24. 
	Ensure compliance with relevant legislation, including the Building Safety Act, Housing Act 2004, Fire Safety legislation, and data protection requirements.

	25. 
	Promote equality, diversity, and inclusion in all resident engagement activity.

	26. 
	Contribute to a positive health and safety culture, ensuring safe working practices during site visits and engagement activity.

	27. 
	Represent the Council professionally in dealings with residents, Members, partners, and external stakeholders.

	PEOPLE
	

	28. 
	See “Resident Engagement and Communication” and “Resident Support and Issue Resolution”. 

	FINANCE
	

	29. 
	Support value for money and funded programme delivery through effective resident engagement. 

	SERVICE
	

	30. 
	Support delivery of the Fire and Building Safety Programme and the London Local Remediation Acceleration Plan (LRAP) 2029 through clear resident communication. 

	PERFORMANCE
	

	31. 
	Contribute to meeting programme timescales and reducing complaints through proactive engagement.



OTHER CONDITIONS: 

To maintain personal and professional development to meet the changing demands of the job and participate in appropriate training/development activities including the council’s ‘My Annual Review’ scheme. 

[For supervisory staff add the following] To engage and develop all staff in the team to ensure they have clear personal development plans.

Ensure that all duties and responsibilities are discharged in accordance with the council’s policies and procedures, Code of Conduct and relevant regulations and legislation. 

To comply with the council’s equal opportunities and diversity policies ensuring anti-discriminatory practice within the service area.
To undertake additional duties that may arise from time to time commensurate with the grade of the post
Person Specification
	Person Specification for the Post of
	
	
Essential (E)
or
Desirable (D) (if applicable)

	
Method of Assessment
A= Application Form
T= Test
I= Interview

	Experience 


		Experience in a resident-facing, customer service, housing, or liaison role



	Experience managing challenging conversations, complaints, and sensitive situations



	Experience communicating complex information clearly to non-technical audiences



	Experience working with multiple stakeholders including residents and contractors



	Experience maintaining accurate records and case management systems



	Experience supporting vulnerable residents or customers

	Experience within housing, construction, regeneration, compliance, or building safety environments

	Experience supporting capital works, remediation, or refurbishment programmes
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E




E



E





E



E



D





D 

	A, I
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A, I



A, I
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A, I


	Knowledge 
		Understanding of resident engagement and customer care principles



	Awareness of housing, repairs, refurbishment, or building safety services


	
	

	Understanding of equality, diversity, and inclusion in resident engagement



	Awareness of fire safety, building safety, or remediation programmes



Awareness of the Building Safety Act 2022 and LRAP objectives
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	Skills and Abilities
		Excellent verbal and written communication skills



	Ability to explain technical information clearly and calmly



	Strong interpersonal and relationship-building skills


	Ability to manage multiple priorities and competing deadlines



	Strong organisational and administrative skills



	Ability to work independently and collaboratively within a multi-disciplinary team



	Ability to problem-solve and resolve issues proactively


	Good IT skills including Microsoft Office and case management systems

Full UK driving licence and ability to travel to sites where required
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	Living the TOWER Values sets out the essential behaviours required of all staff.
	





	Resident‑focused and empathetic 

	Professional, accountable, and solutions‑focused 

	Calm and resilient in challenging situations 

	Works collaboratively and supports continuous improvement



	They are aligned to the organisation’s five TOWER Values
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E


E


E
	





I


I


I


I


	We work TOGETHER across boundaries and with partners to achieve the best outcomes for Tower Hamlets

	Seeks opportunities to build positive relationships with people from other teams and partners.

Builds networks with key teams they work with, to ensure they achieve the best outcomes.

	E




E
	A, I




A, I

	We are OPEN and transparent

	Uses effective listening and questioning techniques to understand the needs of others and act accordingly.
	E
	A, I

	We are WILLING to challenge, innovate and be accountable

	Takes accountability for delivering own work, setting challenging goals for self.
	E
	A, I

	We empower each other to be EXCELLENT and go the extra mile

	Takes the initiative to improve outcomes because they can explain the difference, they have made
	E
	A, I

	We RESPECT all communities; they are the heart of everything we do

	Open-minded and appreciates alternative cultural perspectives, taking it into account when delivering service
	E
	A, I

	Additional Requirements
	
Willingness to work occasional evenings or weekends when needed, with notice.   

	
	





Appendix 1: Health and Safety responsibilities for:
 Chief Executive/Corporate Leadership Team Job Descriptions 
 Health and safety responsibilities include:
· providing proactive and visible leadership in developing and maintaining a management culture promoting health and safety within the organisation through the formulation and implementation of the council’s health and safety policy and supporting procedures. 

Health and Safety responsibilities for:
Corporate Directors (first tier) Job Descriptions
Health and safety responsibilities include:
· ensuring the council’s corporate health and safety policy is implemented within their directorate
· incorporating health and safety standards and objectives into service plans
· holding staff accountable
· allocating health and safety responsibilities and duties to managers within their directorate
· acting as, or nominating, a competent manager to act as health and safety champion
· ensuring staff receive adequate information, instruction, training and supervision
· cooperate with trade union/safety representatives

Health and Safety responsibilities for:
Directors (second tier) Job Descriptions
Health and safety responsibilities include:
· overseeing the translation of the council’s health and safety policies, objectives and arrangements into operational practice within their respective directorate service areas. 
· implementing corporate and directorate safety policies and supporting procedures within their service areas
· holding staff accountable
· ensuring risk assessments are carried out, reviewed and shared with all appropriate staff




Appendix 2: Health and Safety responsibilities for:
Directors (second tier) Job Descriptions (contd)
· ensuring staff receive adequate information, instruction, training and supervision
· cooperate with trade union/safety representatives


Health and Safety responsibilities for:
Heads of Service/Departmental Heads (third tier) Job Descriptions
Health and safety responsibilities include:
· arranging, where necessary, additional health and safety guidance and procedures to cover specific work activities, in addition to corporate arrangements
· holding staff accountable
· ensuring risk assessments are carried out, reviewed and shared with all appropriate staff
· ensuring staff receive adequate information, instruction, training and supervision
· cooperate with trade union/safety representatives and attend relevant meetings.

Health and Safety responsibilities for:
Managers and Supervisors Job Descriptions
Health and safety responsibilities include:
· being familiar with health and safety policies and procedures
· setting a positive example
· communicate health and safety policies and procedures to staff
· carry out, review and share risk assessments
· consider work-related violence, abusive or threatening behaviour in the planning and development of safe working systems and procedures
· ensure adequate first aid provision
· holding staff accountable
· ensuring staff receive adequate information, instruction, training and supervision
Appendix 3: Health and Safety responsibilities for:
Managers and Supervisors Job Descriptions (cont)

· cooperate with trade union/safety representatives and attend relevant meetings
· ensure work-related accidents/incidents are reported and investigated in line with procedures.


Appendix 3: Health and Safety responsibilities for: 
Staff Job Descriptions
Health and safety responsibilities include:
always ensuring that duties and responsibilities are carried out in accordance with the Council’s Policies and Procedures including Financial Regulations, Standing Orders, Workforce & Organisational Policies and Procedures, the Council’s Health & Safety Policy.
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