BRIGHTON & HOVE CITY COUNCIL



JIN 4263
JOB DESCRIPTION QUESTIONNAIRE
	Job Title:

	Customer Service Advisor

	Reports to:

	Repairs Helpdesk Supervisor

	Department:
	Neighbourhoods, Communities and Housing

	Section:

	Housing


Purpose of the Job

Working as a member of the team within the Repairs Helpdesk to support a high standard customer service activities for Council tenants in Housing properties, delivering best in class customer service and satisfying all safety, quality and cost control standards. 

Principal Accountabilities

· Provide high-quality information, advice and assistance to customers who make contact with the Repairs Helpdesk regarding all property repair and/or non-repair queries.  The enquiries may be made by telephone, face to face, email, letter or via social media.  

· Signpost for other Council services and have an understanding of partner organisations and the services they provide, and actively promote the council’s website advising customers of the range of help and support available to access this if needed, or provide the immediate assistance where feasible.

· Provide a can-do attitude to both internal and external customers, investigating and resolving a range of issues in a professional, polite and timely manner - adapting methods of communication to meet the needs of the customer, and notifying the line manager of any potential problems.
· Ensure the correct diagnosis of repairs made via the operating system.

· Ensure the customer experience is central to all activities by adopting a professional manner when communicating with service users, staff and both internal/external stakeholders. 
· Record and respond to all communication in accordance with agreed standard operating procedures, including but not limited to, communication with service users regarding ongoing work/s and liaison with colleagues to ensure accurate & timely information provided.

· Support the maintenance of strong links with service users, sub-contractors and other relevant parties.
· Contribute to continuous improvement activities and maintain customer feedback, management and performance information to help with assessment of how well the service is performing.  Contribute to the development of new systems and processes and make recommendations to improve customer service and minimise waste

· To share responsibility for identifying and meeting learning and development needs, undertaking reasonable learning and development activity designed to support the role and the wider service. 
· Attend informal and formal meetings and training sessions as required including relevant H&S legislation and training to protect wellbeing of customers, colleagues and the public 
· Report suspected tenancy fraud or any safeguarding concerns as appropriate.

· Act in accordance with GDPR legislation and maintaining confidentiality. 

· General Accountabilities
· To co-operate in the implementation of the council Health and Safety policy

· In particular: as set out in section 4.5 of the Health & Safety Policy:

· To take due care of their own health and safety and that of others, who may be affected by their acts and mistakes at work

· To use equipment according to instructions

· To ensure that they do not use facilities and equipment recklessly or interfere with the safe use of equipment, materials or systems

· To report any unsafe act, or condition, any accident or incident according to Health and Safety Policy

· To uphold and carry out the duties of the post with due regard to the City Council’s Equalities and Equality in Employment Policies.

· Your duties will be as set out in the above job description but please note that the Council reserves the right to update your job description, from time to time, to reflect changes in, or to, your job.  

· You will be consulted about any proposed changes.

· The list of duties in the job description should not be regarded as exclusive or exhaustive. 

· There will be other duties and requirements associated with your job and, in addition, as a term of your employment you may be required to undertake various other duties as may reasonably be required.

PERSON SPECIFICATION

	Job Title:

	Customer Service Advisor

	Reports to:

	Repairs Helpdesk Supervisor

	Department:
	Neighbourhoods, Communities and Housing

	Section:

	Housing


Essential Criteria

	Job Related Education, Qualifications and Knowledge
	· Educated to NQF Level 2 or equivalent 
· Knowledge of social housing

· Some knowledge of construction/building industry would advantageous

	Experience
	· Experience of working to tight deadlines in busy office environment.
· Experience of handling multiple tasks in a high volume, rapidly changing environment.
· Experience of working in a pressurised environment and dealing with challenging situations.
· Experience of working in a pressurised environment, dealing with challenging situations.


	Skills and Abilities
	· Ability to communicate well with service users some of whom may present with challenging behaviours 
· Ability to schedule multi-disciplinary delivery of a large repairs service using an ICT job appointing tool.
· Good ICT skills, Microsoft Office and mobile working, job management and performance systems and able to do accurate data entry and calculations
· Good time management, planning & organisational skills.
· Good written, verbal, questioning & interpersonal skills.
· Strong customer experience ethos.
· Good analytical skills
· Able to work well in a team environment


	Equalities
	· To be able to show strong commitment to equalities principles, and have a good understanding of the council’s equal opportunities policy, with the ability to promote it as part of a customer focused service




