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	Job Title:
	Community Champion
	Scope of Role:
	Customer Experience

	Responsible to:
	Customer Voice Manager
	Responsible for:
	None directly

	Main Purpose of Job:
Support Futures to deliver community events by promoting engagement and collaboration to build stronger, more connected communities.
Facilitate open and transparent communication between Futures and customers, ensuring that information is shared effectively and that customers feel heard and valued.

	Key Accountabilities:

	· Actively engage with customers to understand their needs, concerns, and aspirations. Facilitate open communication channels between Futures and the community.
· Support the Community Engagement Officers and Community Housing Officers to deliver events and activities in the community that promote social interaction, inclusion and encourage customers to give feedback on services or experiences.
· Provide support to customers by connecting them with resources and services. Advocate for customers' rights and work to address any issues or challenges they may face.
· Promote a safe and healthy living environment by collaborating with residents and Futures on safety initiatives and well-being programmes.
· Work closely with other community champions, volunteers, and Futures team members to coordinate efforts and maximise the impact of community initiatives.
· Gather feedback from customers using tools agreed with Futures to ensure that customers' voices are heard and considered in decision-making processes.
· Foster strong relationships within the community and with external partners, such as local organisations, to enhance community support and resources.
· Actively engage with customers to understand the diverse needs and challenges faced by different groups. This includes considering factors such as age, disability, language, and cultural background to ensure that everyone feels included.
· Keep up to date with Futures responsibilities, customer responsibilities and how external partners can support.
· Responsible for identifying knowledge gaps or needs to enable Futures to create relevant training and/or support packages.


	Additional Responsibilities:

	· Promote and represent the Group positively in line with Futures vision and values. 
· Create safe and welcoming environments where all customers feel comfortable expressing their needs and concerns.

· Promote and represent the Group positively by providing a proactive customer experience based on an understanding of customer demands, their relationship with the organisation and promoting our services.
· Comply with all the Group’s policies, procedures, and controls relevant to the role to mitigate risk to the Group. Uphold the values and objectives of the Group as it fulfils its governance duties.
· Responsible for own personal and professional development and ensuring attend all required development events appropriate to the role.
· Support and assist in training and development of trainees, apprentices and graduates.


	
Knowledge, Skills & Experience 		     
All of the following requirements are essential, unless marked with a * indicating that they are desirable.

	· Live in a Futures property either as a tenant or leaseholder.
· Be approachable, empathetic and able to build positive relationships.
· Ability to approach situations without judgement or bias.
· A good understanding of local resources, services and the local area.
	· Ability to be a spokesperson for customers and your community.
· An understanding of, and sensitivity to the diverse needs of Futures customers and communities.
· Inspire and motivate customers to work collaboratively.
· Written and verbal communication skills.
· Ability to use technology to a basic standard.
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	An important aspect of working for Futures Housing Group is the ability to recognise, demonstrate and apply our values to ensure we deliver an effortless customer experience. These are embedded in all roles and you are expected to align your behaviours with our values which are;

	Flexible
· We are flexible in our response ensuring we meet Customer demands.
· We are flexible around when work is done, as long as customer and business needs are met.
· We adapt how we work recognising people have different preferences.
	Accountable
· We are accountable for our individual actions.
· We understand the impact that our actions have on others and the environment around us.
· We are always looking to find innovative ways of working in order to provide effortless customer experiences that are value for money.

	Customer Centric
· We work together to deliver effortless experiences for our customers.
· We make the most of great technology and workspaces to deliver the best outcomes for our customers and the business.
· We make sure our customers are at the heart of every decision we make, considering the impact these changes make on their lives. 
	Trusting
· We trust team members to find a balance between work and supporting their wellbeing.
· We are trusted to make the best decisions to meet the needs of our customers.


	Supportive
· We value authenticity and embrace our differences and diversities.
· We own our own learning and support development in others.
· We are open and honest with each other.
· We are personally responsible for upholding the way we work and our culture.
	

	This role profile is not exhaustive and serves only to highlight the main requirements of the post holder. This role profile will be reviewed regularly and may be subject to change. The line manager may stipulate other reasonable requirements and the role holder will be expected to adapt and carry out duties as required where these are within the individual’s remit and capability, and consistent with their status and responsibilities of the role within the organisation.  


Leading Organisational Outcomes
Leading Potential
Leading One Organisation
Leading Self
Leading Innovation
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