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Role Profile


	Job Title:
	Temporary Repairs Co-ordinator

	Reports into:
	Senior Repairs Co-ordinator

	Direct Reports:
	None

	Department/ Location:
	Stockwell

	Disclosure Level:
	Basic

	Candidate Overview
	We are looking for a candidate with excellent customer focus and a genuine desire to achieve excellence in all areas of responsibility.
Someone with a combination of skills, values, and attitude that align with the SW9 goals. They should be able to communicate well, work well in a team, and are adaptable to changes.

	Role Purpose:
	Provide comprehensive administrative support to the Repairs and Estate Services team, facilitating the efficient delivery of responsive and planned repairs and maintenance services for tenants and leaseholders across SW9-managed properties. Ensure all repairs administration is meticulously handled, with repair requests logged, tracked, and resolved promptly and professionally.

	Key accountabilities

	Call Handling and Customer Service
· Act as the first point of contact for customers, responding promptly and appropriately to enquiries about repairs and maintenance, including urgent repair issues.
· Answer and process all incoming telephone calls promptly, courteously, and accurately, meeting specified targets and standards.
· Ensure messages are communicated effectively and detailed descriptions of required works are entered into relevant IT systems.
· Conduct customer satisfaction surveys via telephone or other channels, compiling and reporting results to managers as required.
· Support external communication with customers and stakeholders by keeping forms, leaflets, and website content up to date.
Repairs & Maintenance Coordination
· Receive, log, and triage repair requests from tenants via phone, face-to-face, and email.
· Schedule and allocate work orders to external contractors.
· Monitor the progress of repair jobs to ensure timely completion and compliance with SLAs.
· Update repairs management systems (e.g., Northgate, Customer Hub) with accurate notes and job statuses.
Appointment Scheduling
· Schedule appointments for staff and contractors to visit residents as needed.
· Inform tenants and leaseholders of appointment details, including target completion times, and coordinate access arrangements.
Data Management
· Ensure timely and accurate storage, retrieval, and management of data related to repairs and planned maintenance services.
· Perform data entry across various IT systems, including repairs and asset management software, ensuring accurate and timely recording of all customer transactions.
Repairs & Maintenance Coordination
· Receive, log, and triage repair requests from tenants via phone, face-to-face, and email.
· Schedule and allocate work orders to external contractors.
· Monitor the progress of repair jobs to ensure timely completion and compliance with SLAs.
· Update repairs management systems (e.g., Northgate, Customer Hub) with accurate notes and job statuses.
Administrative Support
· Provide administrative support to the Property Services Manager and Technical Surveyors as required.
· Coordinate and administer follow-up actions arising from internal and external audits related to the repairs service.
· Process orders and invoices related to the repairs service efficiently.
· Liaise with contractors to maintain high standards of customer service.
· Ensure clear communication regarding appointment scheduling, completion dates, non-access issues, and rechargeable repairs.
· Collaborate with Housing Services staff to address estate management issues and deliver associated services effectively.
· Work closely with operatives, surveyors, and contractors to coordinate works.
· Ensure contractors’ performance meets agreed standards and escalate issues where necessary.
· Maintain and administer records related to disrepair cases.
General Responsibilities
· Undertake additional tasks as instructed by the Services Manager, Head of department, or Executive Director.
· Act as an inspiring role model, consistently demonstrating and promoting the SW9 culture and values.
· Attend evening meetings as needed.

· Attend Pre- During and Post inspection for repairs works as and when required 


	Standard Responsibilities
· Adopt and comply with SW9 CH values, policies and procedures, and regulatory frameworks including:
· Code of Conduct
· Health and Safety
· Data Protection, confidentiality, privacy and use of IT resources
· Regulatory standards and probity
· Risks and internal controls framework
· Human Resources policies and procedures
· Equality and diversity

	Contacts - External/Internal

	· Managers and staff within SW9 CH and Network Homes
· Residents and resident representatives
· Contractors and consultants
· Internal and external auditors



	Person Specification

	Education
	· Good standard of education or equivalent through relevant training/experience commensurate to the role (highly desirable). 

· Evidence of working within social housing continuous, challenging, and relevant professional development. 

	Knowledge 
	· A background of responsive repairs, housing and customer service is desirable as we are looking for a client to hit the ground running. 

· Demonstrate evidence of building and maintaining effective, productive relationships with key stakeholders. 
· Sound knowledge of current and future challenges facing housing as well as an understanding of “third sector” services’ issues and sensitivities. 


	Experience
	· Demonstrate a high standard of written skills including report writing and responding professionally to complaints
· Substantial proven experience in a similar role. 
· Experience of Northgate and CRM
· Experience of working in social housing.
· Experience of dealing with complaints 
· Experience of dealing with Disrepair cases

	Skills
	· Excellent interpersonal skills to support work with customers across a range of circumstances
· Excellent customer focus and a genuine desire to achieve excellence in all areas of responsibility
· Excellent time management skills and able to prioritise, plan own workload and show flexibility
· Excellent analytical skills to identify a range of issues from information gathered

	Abilities
	· Ability to meet deadlines and plan and deliver a range of different activities
· Demonstrate self-motivation and enthusiasm
· Ability to take notes of meetings effectively
· Ability to work on own or as part of a team including the ability to work effectively with contractors
· Good knowledge of IT systems including Word, Excel and Outlook.
· Ability to use initiative while working within guidelines
· Excellent attention to detail



	Competencies 

	We want to make SW9 CH a great place to work and a great organisation that really delivers for its customers. Our HART behaviours are designed to guide how we work, every day. Everyone within the organisation is expected to demonstrate the four HART behaviours: -

Hungry – I am ambitious to succeed
· Optimistic: I am can-do and focussed on what can be done 
· Creative: I find new ideas and solutions to challenges
· Bold: I get out my comfort zone and try new things 
· Motivated: I welcome feedback and want to succeed

Embrace – I embrace everyone and support our colleagues and residents to feel confident in themselves, actively building an inclusive culture 
· Supportive: I support everyone and value their individuality 
· Ambassador: I strive to create an inclusive organisation 
· Welcoming: I welcome all values and beliefs 
· Inquisitive: I never stop learning and constantly seek a better understanding of the world 

Accountable – I take personal ownership and responsibility to get things done I make things happen by empowering and delivering through the team and using resources effectively 
· Resilient: I work hard to make things happen
· Disciplined: I am realistic and do what I say I will do
· Personal ownership: I take ownership of an issue until it is resolved
· Confident: I make decisions that are within my remit

Respectful – I treat everyone with respect and understanding I arrive on time and take full part in meetings
· Prepared: I arrive on time and take full part in meetings
· Communicator: I listen to others and work hard to communicate well
· Responsive: I always answer a ringing phone and respond quickly 
· Self aware: I put myself in others’ shoes and understand how my actions impact on others

Together – I am proud to be one team
· Positive: I talk positively about SW9 CH as one team 
· Proactive: I put myself forward and build great relationships 
· Supportive: I support and recognise the contribution of others
· Role model: I genuinely believe I make the difference

	



image1.png
Community
Housing

Bl w EXAES

. mEarmEE B g wx





