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JOB DESCRIPTION

	 Job title:
	Housing Support Officer (Repairs)

	 Team: 
	Housing Repairs

	 Service area: 
	Places Services

	 Responsible to:
	Repairs Helpdesk & Scheduling Team Leader

	 Position reference:
	C543

	 Contract type:
	Permanent

	 Grade:
	3

	 Hours of work:
	37 hours per week

	 Out of hours working/Standby:
	Not applicable

	 Location:
	Jubilee Building

	 Hybrid working:
	Yes, by agreement and subject to service needs

	 Politically restricted:
	No

	 Criminal record check:
	Not applicable

	 Driving licence type:
	Not applicable

	 Vehicle use:
	Not applicable 


[bookmark: _Hlk219972496]Job purpose

[bookmark: _Hlk219971489]To provide high quality customer service and administrative support to the Housing Repairs service. 

To provide the first point of contact for customer enquiries to the Housing Repairs service ensuring all customers enquires are responded to in an efficient, effective, sensitive and courteous manner in line with corporate service standards.

Key duties and responsibilities

1. To respond to and resolve, in a timely, professional and courteous way, housing repair enquiries from customers, contractors, councillors and staff on the phone, by letter and email ensuring Council policies and customer service standards are met and adhered to.
2. Take ownership to try and resolve all customer enquiries at point of contact, ensure all enquires are progressed until complete and to advise and refer customers to the Council’s complaints procedure when appropriate.
3. To complete the administrative tasks associated with the principal activities of the service, including raising repair jobs, liaising with tenants and engineers for appointments, issuing orders, checking boiler certificates, gas meter issues, customer satisfaction surveys and other general administration as required by the role.
4. To be responsible for maintaining and progressing repair records and producing simple reports from core databases such as Orchard, Anite, ProMaster, Word and Excel.
5. To check schedule of rates for repair works and raise invoices for tenant recharges in accordance with the Council’s Recharge Policy, Financial Procedure Rules and timescales.
6. To carry out the administration for all areas of the Housing Repairs service regarding the coding, monitoring and supporting paperwork for responsive and planned works.
7. To assist in maintaining engineers' diaries, job packs and purchasing cards to ensure the smooth running of operations.
8. To comply with the requirements of the Council’s data quality management policy, the officers' code of conduct, safeguarding policies and procedures, financial and contract rules and procedures, and with corporate personnel policies and practices, particularly absence management, health and safety and equalities.
9. To undertake such duties as are appropriate to your grade and hours of work as may reasonably be required.
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PERSON SPECIFICATION
	Essential Criteria
	Desirable Criteria


	Qualifications

	1. GCSE in Maths and English or equivalent literacy and numeracy skills
	2. Relevant ICT certificates or qualifications e.g. word, excel, system administration 
3. Relevant housing qualification

	Relevant experience and professional knowledge

	4. Experience of customer service, a contact centre environment and office administration
5. Operation of administration processes and systems
6. General customer service experience
7. Understanding of the different types of administration support services
8. Understanding of IT software and databases e.g. word, excel, PowerPoint
9. Understanding of processing financial systems, processes, orders and invoices
	10. Previous relevant experience in local government
11. Understanding of relevant council policies, procedures and relevant legislation
12. Understanding of Orchard system and ProMaster

	Skills and abilities

	13. Use a variety of communication skills appropriate to your audience and administration support e.g. tact, sensitivity, customer service, verbal, written, numeracy and electronic 
14. Good organisation skills e.g. to prioritise sensibly and to manage competing demands and deadlines
15. Customer focused with the ability to generate confidence and co-operation
16. Able to work well on your own and with others, providing support and help to colleagues
	17. Ability to use initiative and problem solve

	Other

	18. Committed, flexible and diligent attitude to work ensuring service standards are met
	19. Committed to your own learning and development and prepared to undergo training in unfamiliar areas of work

	Diversity and Inclusion 

	20. Demonstrate an understanding and commitment in relation to equal opportunity and the ability to implement these policies in the workplace.
	

	Health and Safety

	21. Demonstrate an understanding of the requirement to take reasonable care for the health, safety and well-being of yourself and others in the role and those who may be affected by acts or omissions at work.
	



Candidates
When completing your application form, please address your answers directly to each of the selection criteria below in your supporting statement. This enables the recruiting manager to access your ability to meet each essential and desirable criteria. 
Our Values and Behaviours Framework

WHO WE ARE
At Hinckley & Bosworth Borough Council, we’re passionate about delivering outstanding services to our community—and our people are at the heart of this mission. Every resident and customer deserves the highest standards of professionalism from our teams, and together, we’re dedicated to making life better for everyone in Hinckley & Bosworth by providing top-quality services.
We’ve crafted a clear set of values and behaviours that define what matters most to us as a Council. These values have been reviewed and refreshed to respond to and build upon the positive feedback received in the Peer review 2024 and to reflect the aspirations and views of employees.
These values drive everything we do, guiding us to make the right choices in the right way. Our behaviours are designed to bring these values to life, ensuring they’re woven into our daily actions.
Hinckley & Bosworth Borough Council are one team, united in our commitment to quality and integrity and driven to deliver excellence for our community, making the most of our resources and living our values every day.
Our values are who we are.

[image: Image of Positive value, image with thumbs up surrounded by hearts]
We are energetic and passionate, proud of and dedicated to our area.
[image: Image of Ambitious value, image of bar graph showing progression]
We strive for excellence. We learn, innovate, challenge, seek out opportunities and embrace new ideas.
[image: Image of Collaborative value, image showing cogs interlinking and working together]
We trust, respect and are honest. We listen to each other, to our communities and to our partners and work with them supportively to get things done.
[image: ]
We put the needs of our customers first. We care about being the best we can be and take responsibility for our actions.

Flexible Working Arrangements and Reasonable Adjustments

Flexible working arrangements where possible are supported on request. Reasonable adjustments will be considered under the Equality Act 2010 throughout recruitment and employment.
Guaranteed Interview and Disability Confident Scheme
[image: Disability Confident Logo
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]We are a Disability Confident Employer. This means we work to make sure that disabled people and those with long term health conditions have opportunities to fulfil their potential and realise their aspirations. 
We are committed to interview any applicant that declares they have a disability and meets the minimum essential criteria for the job as defined by Hinckley and Bosworth Borough Council.
This commitment supports fair access to employment and complies with the Equality Act 2010.
Confidentiality of disability and reasonable adjustment information
Any information provided about disability, health conditions, or reasonable adjustments will be kept confidential and used only for the purpose of making appropriate adjustments. This information will not be shared with shortlisting or interview panels unless necessary to implement agreed adjustments at interview.
Care Leaver Friendly Employer Charter

As a care leaver friendly employer, we offer a guaranteed interview (and constructive feedback) to applicants who identify as care experienced and meet the minimum essential criteria for the job as defined by Hinckley and Bosworth Borough Council.
To administer this scheme, the recruiting manager(s) will be able to see your response to this question.
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