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JOB DESCRIPTION

JOB DETAILS

Title: Telephone Engagement Assistant

Reports To: Head of Operations & Project Lead

Direct Reports: None

Base Salary: National Minimum / Living Wage, inclusive of accrued holiday pay.
Contract Type: Ad-hoc contract for services

Hours: Ad-hoc and agreed per project requirements

Place of Work:

This role is home based, however, where appropriate the HWLincs head office (Rooms 33
-35 The Len Medlock Centre, St George’s Road, Boston, PE21 8YB) can be used. Please
note, all home working environments must comply with HWL health and safety policy
requirements. HWL reserves the right to change your place of work upon giving reasonable
notice.

Pension:
Not applicable for this contract type

Supervision:
HWLincs will provide regular opportunities for feedback, appraisals and support to be
explored and put in place.

Training Opportunities:
Essential training will take place as part of the organisational or specific role requirements.

Staff Support:

Even though this role does not have line management responsibilities, it is acknowledged
that some roles may support other work programmes. This can be identified on the
HWLincs Organisational Chart and tasks detailed in the job description.
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JOB OVERVIEW

Role Purpose

To provide telephone-based engagement and data collection support for HWLincs’
research and survey projects, including Tenant Satisfaction Measures (TSM), tenant
census work, and other community surveys. This role contributes to capturing the
experiences and voices of local people to help improve services.

Key Responsibilities

Conduct telephone surveys in a professional, courteous, and accurate manner.
Record responses accurately and ensure data is entered in line with requirements.
Follow survey scripts, guidance, and data collection procedures provided by HWLincs.
Maintain confidentiality and adhere to data protection requirements.

Communicate effectively with residents to ensure understanding and completions.
Supported residents through the survey to capture meaningful experiences.

Report any issues, concerns, or patterns observed during calls to HWLincs staff.

Specific Duties

Make outbound calls as directed to support residents and the public to complete
surveys or engage with research projects.

Provide intelligence to the HWLincs team on experiences and identified themes.
Explain and promotion involvement in surveys and research projects.

Follow survey protocols, including introduction scripts, question sequencing, and
prompts as required.

Accurately input and record responses into HWLincs data collection systems.

Keep up to date records of telephone activity and response performance.

Escalate queries, complaints, or sensitive issues to HWLincs staff promptly to ensure
people receive the support they need.

Ensure all calls are conducted professionally, politely, and in a manner that reflects
the values of HWLincs.

Manage own time with a flexible approach to making calls at times that maximise the
potential for survey completion, including evenings and weekends where required.
Meet deadlines and project schedules to ensure survey targets are met.

Other

Work to agreed plans.

Undertake administrative tasks necessary to achieve the outcomes of your role.
Undertake any other duties as may be required within the scope of the role or to
support the wider HWLincs team.

Comply with all HWLincs policies and procedures.

Identify and report risks and conflicts of interest as they occur in line with HWLincs
policies and procedures.

Engage in staff meetings and briefings where appropriate and directed.

Work in an open and collaborative way.

Undertake training and personal development as appropriate.

Utilise the tools and processes implemented across allocated projects.
Demonstrate the values of HWLincs in the work being completed.
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2 o
A good standard of education o
Qualifications
Training in customer service, research, or data collection ]
Communicating effectively over the telephone o
Dealing with members of the public in a polite and ©
professional manner
. Accurately recording information or data (]
Experience
Experience conducting surveys, interviews, or customer ©
feedback calls
Experience working in community engagement, ©
research, or housing-related services
Understanding of confidentiality and data protection ]
Knowledge Awareness of community feedback, research, or survey ©
processes
Clear verbal communication skills and a confident ©
telephone manner
Ability to listen carefully and record responses accurately | @
Skills
Effectively and efficiently utilise Microsoft Office ©
applications and input information into online systems
Ability to follow scripts, guidance, and instructions o
Friendly, approachable, patient and respectful (]
Able to work independently and manage allocated tasks o
Disposition
Reliable and able to maintain a professional approach ]
A commitment to equality, diversity and inclusion o
Willingness to work on an ad hoc basis as projects arise ]
Circumstances | Access to a suitable working environment to make calls o
Willingness to undertake training and briefings o
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