WHITE HORSE HOUSING ASSOCIATION LIMITED

JOB DESCRIPTION

JOB TITLE: 


CUSTOMER SERVICES ADVISER 

RESPONSIBLE TO:  
Operations Director
PURPOSE OF POST: 
To provide clerical support to all staff and customer 



services advice to all tenants.
________________________________________________________________

MAIN TASKS

1.
Reception Duties

a)
Act as first point of contact for the Association, answering telephones and receive callers in a courteous and efficient manner, dealing with enquiries where possible, taking accurate messages, and referring calls or visitors to the appropriate person.
2.
Customer Services Duties
a) Deliver a high quality, professional and tailored customer service 
to tenants using a range of communication methods.

b) Deal with enquiries from tenants on management and maintenance issues liaising with other members of staff and Contractors as appropriate, and to resolve issues at the first point of contact. 
c) Provide advice and assistance to tenants on a wide range of topics liaising with other members of staff as appropriate.
d) Log responsive maintenance requests from tenants on the Association’s computer system and ensure they are reported to the relevant contractor.

e) Assist with reporting defect requests from tenants in new build properties and keeping track of developer responses.

f) Taking rent payments via Call pay.
g) Assist with arranging the Tenant’s Scrutiny Panel, Tenant Feedback Group meetings and other tenant involvement events
h) Assist with tenant’s satisfaction and other surveys, both by post and on the telephone.

i) Manage the Associations housing waiting lists and ensuring that stock in individual Parishes is publicised.

j) To assist with shared ownership applications.
3.
Clerical Duties

a) To maintain filing systems accurately – either in paper or electronic format - and keep them up-to-date, ensuring that they are accessible to others.

b) To open post, record and distribute, frank and post outgoing mail, ensuring that postage rates are appropriate.
c) Maintain a supply of postage stamps through petty cash as required.
d)
To assist with the preparation of rooms for meetings and clear 
afterwards.

e)
To prepare refreshments as appropriate.

f)
Photocopying as required.

g)
Data inputting onto the Association’s computer systems.

h) To assist with the preparation and dispatch of agenda papers for all Committee meetings.
i) To order stationery and domestic supplies.
j) To maintain the first aid box and ensure that the accident book is maintained accurately.
4.
General

a)
To comply with the Association's Equal Opportunities Policy and with relevant Health & Safety legislation.

b)
To ensure compliance with Financial Regulations.

c)
To attend training courses and seminars appropriate to this post. 

d)
To carry out any other duties, as requested by the Operations Director, consistent with the post.

d) Co-operate with and assist other staff in mutual provision of cover during busy periods, holidays and sickness.  
PERSON SPECIFICATION

JOB TITLE:

Customer Services Adviser
REPORTS TO:
Operations Manager
	Attributes
	Essential
	Desirable

	Education and Qualifications
	Good general education – at least Maths and English. 
	· 
	

	
	Customer Services/Administrative qualification
	
	· 

	
	Experience of a social housing organisation
	
	· 

	Skills
	Excellent communication skills, both oral and written 
	· 
	

	
	Keyboard skills with the ability to use database / MS office 
	· 
	

	Experience
	Proven experience of working in an administrative setting
	· 
	

	
	Experience of team working and developing relationships 
	· 
	

	
	Experience of dealing with a diverse range of customers 
	· 
	

	
	Experience of maintaining manual and computerised filing systems 
	· 
	

	
	Experience of working in a pressurised environment 
	· 
	

	Personal Attributes
	Customer Focus
	· 
	

	
	Effective Communication
	· 
	

	
	Team Working
	· 
	

	
	Stress Management
	· 
	

	
	Problem Solving
	· 
	

	
	Achieving Results 
	· 
	

	Other
	Commitment to Equal Opportunities 
	· 
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