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MERES AND MOSSES HOUSING ASSOCIATION

SOUTH SHROPSHIRE HOUSING ASSOCIATION

JOB DESCRIPTION

POST:


CUSTOMER SERVICES ADVISOR             
GRADE:


SCALE A / B



MAIN LOCATION:

WEM

FULL/PART TIME:  
FULL TIME 

RESPONSIBLE TO: 
CUSTOMER SERVICES MANAGER

BRIEF DUTIES OF POST

To be the first point of contact for customers requiring services from Meres and Mosses Housing Association, South Shropshire Housing Association and Shropshire Housing Group.  

Work with the Customer Services Manager to maximise customer satisfaction and minimise formal complaints through ensuring resolution of at least 80% of initial customer enquiries right first time.

To provide support and cover for the Customer Services Advisor based in Craven Arms.

PRINCIPAL DUTIES AND RESPONSIBILITIES

1. To answer telephone calls relating to the whole range of housing activity and to provide appropriate information. To attend to enquiries from personal callers to the office and provide appropriate information. This includes assisting customers to complete forms and sending forms and information out by post.

2. Make appointments for callers to see Housing and other officers in accordance with their needs for example via Microsoft Outlook.
3. Undertake general administrative duties such as ordering of stationery, making up welcome packs and keeping relevant information up to date and available.
4. Open, record, distribute and frank the Group’s post.

5. To maintain supplies of leaflets and other information for tenants and to keep the customer notice board up to date

6. Reconcile monies and prepare for banking and petty cash reconciliations and take rent payments in accordance with procedures

7. To order and monitor rent payment cards

8. To sign up new tenants in the office, providing appropriate information as well as ensuring all necessary forms are completed.

9. To record and pass details of tenancy terminations to the Neighbourhood Services Team. 

10. To issue, receive, cut and monitor whereabouts of keys.

11. To manage CORE returns and follow up queries

12. To provide advice on rent balances and payment methods available and to make rent arrears agreements in line with the procedure. 

13. To maintain the Adaptations database and to keep records up-to date and to liaise with relevant sections closely monitoring progress of works.

14. Provide information on the Adaptations Programme.

15. To maintain the mutual exchange register and send out details to tenants as requested.

16. To maintain information about property improvements. To log and pass on reported defects in improvements carried out to the Asset Management Team.

17. To provide information on the asset management programmed works and advise customers of improvement programmes.

18. To deal with 80% of enquiries at the first point of contact and to record details of all complaints and enquiries and pass to the relevant teams.

19. Advise callers on support services which may be available to them and how they might access those services

20. Advise callers on the Choice Based Lettings Scheme. 
21. To provide information on Shared Ownership Schemes.

22. Log Applicants for jobs and issue application packs as appropriate.

23. To prepare and send rent statements on a quarterly basis.

GENERAL DUTIES AND RESPONSIBILITIES

1.
Attend meetings and training as required and assist the Customer Services Manager to identify training issues as part of your ongoing supervision and professional development.

2.
Liaise regularly with colleagues as appropriate across the business in order to inform your work practice and contribute to service development.

3. Contribute to the departmental and sectional operational plans.

4. You should be prepared to work flexibly and to meet the requirements of the job and opening hours, including evening and weekend working.

4.
Use information technology as required to carry out the duties of the post.

5.
Uphold the Equalities and Diversity policy of the association and have an understanding and commitment to anti-discriminatory practices.

6.
Take responsibility for the health and safety of oneself and others in the workplace, particularly in respect of:

· Accident reporting

· Lone working procedures

· Risk management


7.
Ensure compliance with requirements under the Data Protection Act 1998.

8.
To undertake any other duties that may be required from time to time commensurate with the grade and general nature of the post.


PERSON SPECIFICATION - CUSTOMER SERVICES ADVISOR
	QUALITIES
	ESSENTIAL
	DESIRABLE

	EXPERIENCE
	
	

	1. Experience of dealing with customers in person and over the telephone.
	(
	

	2. Experience of dealing with difficult situations 
	(
	

	3. Minimum of two years experience of working in a fast paced environment
	(
	

	KNOWLEDGE AND SKILLS
	
	

	4. A minimum of 4 GCSEs, grade C or above or equivalent to include Maths and English
	(
	

	5. Computer literate with experience of Microsoft Office
	(
	

	6. Clear and effective written and verbal communication skills
	(
	

	7. Excellent interpersonal skills
	(
	

	8. Understanding of health and safety responsibilities 
	(
	

	9. Must be approachable with good communication skills at all levels
	(
	

	10. Ability to organize workload and use initiative 
	(
	

	11. Ability to deal with more then one task at once
	(
	

	12. Ability to work as part of a team
	(
	

	13. Ability to quickly and effectively assimilate detailed and complex information
	
	(

	14. Knowledge of related housing and customer involvement legislation / guidance
	
	(

	PERSONAL
	
	

	15. A dedicated and responsible approach to work
	(
	

	16. Commitment to, and understanding of, Confidentiality, Equal Opportunities and Diversity Policies
	(
	

	17. Flexible and adaptable willing to work evenings and weekends as required
	(
	

	18. Ability to deal with conflicting priorities and contribute to delivering projects within timescales
	
	(

	19. Flexible approach to traveling between Wem and Craven Arms
	(
	





� 





The Shropshire Housing Group was formed in 2007 to provide a partnership framework enabling Meres and Mosses Housing Association and South Shropshire Housing Association to work together to deliver new affordable homes and first class services to the tenants of the Group’s 4500 properties across Shropshire. 





CUSTOMER SERVICES ADVISOR – Post ref: NHG027


Salary scale: A/B (£12,083 - £18,906), 35 hours per week, Main location: Wem, Shropshire. 


The post holder must be willing to travel between our offices in Wem, Shrewsbury, and Craven Arms.





Reporting directly to the Customer Services Manager, the successful candidate will have strong people skills and experience of working in a busy office environment. Excellent communication skills both written and verbal are essential for this position. Your main duties will include being the first point of contact for customers requiring services from the Shropshire Housing Group, you will work with the Customer Services Manager to maximise customer satisfaction and you will provide support and cover for the Customer Services Advisor based in Craven Arms.				       Closing date for this post is 10am Friday, 17th September 2010


Provisional date for interviews is Thursday, 30th September 2010





The Group offers excellent terms and conditions of employment, including a 35 hour working week, contributory pension scheme, and 23 days’ holiday increasing with service.





For an application pack please contact Customer Services at Shropshire Housing Group, Talbot House, High Street, Wem, Shropshire, SY4 5AA.  Tel: 01939 238840 or e-mail your address to � HYPERLINK "mailto:customerservices@shropshirehousing.org.uk" ��customerservices@shropshirehousing.org.uk� quoting the post reference.  Alternatively please go to our website � HYPERLINK "http://www.shropshirehousing.org.uk" ��www.shropshirehousing.org.uk� and follow the links to the vacancy page.





Shropshire Housing Group is committed to equal opportunities and welcomes applications from everyone


�                                          �                                         �





A Partnership To Build Sustainable Communities
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