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Role Profile
2026

	Job Title:
	Asset Coordinator 

	Reports into:
	Technical Operations Manager

	Direct Reports:
	None

	Department/ Location:
	Stockwell

	Disclosure Level:
	Enhanced

	Candidate Overview
	We are seeking a highly organised, customer-focused individual with strong experience in repairs coordination and damp & mould case handling. The ideal candidate will have excellent communication skills, a proactive approach, and the ability to manage both repairs and damp & mould cases simultaneously. 
They will work closely with Surveyors, the Repairs Officer and contractors to ensure investigations, inspections and follow-on works are completed within statutory timeframes, including Awaab’s Law. The postholder must be adaptable, accurate and committed to delivering a high-quality service to residents.


	Role Purpose:
	Provide comprehensive administrative, coordination and customer support to the Technical and Repairs Service with a specialist focus on Damp & Mould case management. The role ensures all damp & mould reports are logged, triaged, monitored and completed in accordance with legal and regulatory frameworks (including Awaab’s Law and HHSRS). The postholder also supports wider Repairs functions including call handling, job logging, appointment scheduling, contractor liaison and evidence management to ensure responsive repairs and maintenance services are delivered efficiently and professionally

	Key Accountabilities

	
Call Handling & Customer Service
· Act as a first point of contact for all repairs and damp & mould enquiries across phone,
Teams, WhatsApp/8x8, email and in-person.
· Accurately diagnose and triage repairs using SW9’s Repairs Policy and D&M Insite form,
capturing all required information and ensuring correct priority coding
· Provide empathetic, clear and timely communication to residents, including vulnerable
households requiring tailored support.
· Ensure detailed notes, histories and updates are input into NEC and Customer Hub in real
time for audit purposes.
· Deal face-to-face with residents in the SW9 office, resolving repairs or D&M enquiries
promptly.
· Attending site for inspection on an ad hoc basis

Damp & Mould Case Management & Awaab’s Law Compliance 
· Act as the primary coordinator for all Damp & Mould (D&M) reports, ensuring every case is logged promptly, accurately and in line with statutory and organisational requirements.
· Triage new reports by collecting full details, resident information, photographs and any supporting evidence, identifying any risk indicators or vulnerabilities.
· Allocate cases to the appropriate Surveyor (Repairs Building Surveyor or Disrepair Surveyor) within Awaab’s Law timeframes, based on severity, urgency and protocol.
· Record all D&M cases comprehensively in NEC, HomeLink and the Damp & Mould Tracker, ensuring consistent and accurate data across all systems.
· Coordinate all inspection appointments, access arrangements and follow‑on visits, ensuring residents are contacted promptly and all appointments are confirmed and logged.
· Track the entire case lifecycle from first report to resolution, monitoring progress against SLAs and Awaab’s Law statutory deadlines.
· Maintain an up‑to‑date register of all D&M cases for reporting, performance monitoring, risk analysis and trend identification.
· Upload all evidence—including Insite reports, HHSRS notes, photographs, inspection outcomes and risk assessments—to the correct SharePoint folder.
· Provide clear, empathetic and timely updates to residents throughout the case, ensuring they understand next steps, expected timescales and their responsibilities.
· Support Surveyors with scheduling, issuing letters, updating records and coordinating required remedial works.
· Escalate immediately any high‑risk, recurring or complex D&M cases, or any safeguarding or health concerns, to senior managers in accordance with procedure.
· Ensure strict compliance with all Awaab’s Law requirements, including statutory timescales for initial assessment, inspection, action and resolution:
· 24 hours for Category 1 hazards 
· 7 days for Category 2 significant hazards 
· 12 weeks to complete full remedial work
Disrepair Coordination
· Log and administer disrepair notifications, ensuring all legal deadlines and compliance requirements are met.
· Prepare and maintain evidence packs including photos, inspection notes, historical repairs and communication records.
· Work closely with Surveyors and Legal Services to ensure timely inspections, responses and remedial works.
· Liaise with contractors to arrange and monitor disrepair repair programmes.
· Keep residents informed throughout the disrepair process, providing clear and professional updates.
· Track, monitor and report on all disrepair cases, identifying patterns or areas of risk across the stock.

Technical Repairs Support
· Coordinate technical and complex repairs referred by Surveyors or senior staff.
· Ensure accurate logging of repairs with correct diagnostics, trade codes, priorities and contractor allocation.
· Monitor work-in-progress (WIP) for all technical cases, chasing contractors for updates and ensuring progress aligns with SLAs.
· Support Surveyors by arranging access, issuing work orders, uploading documentation and maintaining system accuracy.
· Escalate delays, quality concerns or recurring technical failures in line with procedures.

Resident & Contractor Communication
· Act as a key point of contact for residents regarding D&M, disrepair and technical cases, providing timely, clear and empathetic communication.
· Maintain strong communication channels with contractors, ensuring clarity on works required, access arrangements and timescales.
· Log all interactions, updates and attachments in relevant systems with complete accuracy.
· Manage inboxes (e.g. D&M inbox, Technical Repairs inbox) ensuring all enquiries are actioned within SLAs.
· Ensure vulnerable residents receive additional support, escalating welfare or safeguarding concerns appropriately.

Data, Reporting & Compliance
· Keep all case records up to date in NEC and other asset management systems.
· Produce weekly and monthly reports on case volumes, progress, risks and recurring issues.
· Support compliance with statutory duties including HHSRS, Homes (Fitness for Human Habitation) Act and general landlord obligations.
· Assist the Asset Team in identifying trends, root causes and service improvement opportunities.
· Maintain accurate digital filing systems, ensuring data is stored and shared in line with GDPR.
· Ensure timely and accurate storage of all repairs, D&M and inspection records in NEC, CRM, HomeLink, Insite and SharePoint.
· Maintain the D&M Tracker with real-time updates on works, risks, access status and legal deadlines. 
· Prepare and provide evidence for: Complaints, Disrepair cases, MP enquiries 
Legal requests, Ombudsman investigations

Repairs Logging, Job Raising & Insite Administration 
· Log repairs and D&M works orders accurately in NEC with correct SOR codes, priority levels and contractor allocation. 
· Raise follow-on works from surveyor reports ensuring all information is complete for contractors to progress without delay. 
· Chase and deal with follow on works from contractors ensuring all jobs are completed. 
· Manage completion notes and evidence uploads to ensure the job history is complete. 
· Monitoring and actioning Insite reports after inspections ensuring all works are raised and uploaded in SharePoint. 
· Ensure Insite reports (pre, during, post) are downloaded, processed, saved and linked to relevant case folders.

Cross-Team & Administrative Support
· Provide administrative support to Operations manager, Surveyors, and the wider Property Services team.
· Support preparation of documentation for complaints, MP enquiries, legal reviews and internal audits.
· Contribute to service improvement projects focused on damp & mould prevention, stock condition and asset performance.
· Provide cover for colleagues during periods of absence or high demand.
· Undertake any other duties reasonably required at this level.
· Coordinate follow-up actions arising from contractor reports, audits, surveyor inspections and management requests.
· Liaise with contractors to ensure repair jobs and D&M works are progressed, updated and completed.
· Collaborate with Housing Team to support vulnerable residents and resolve estate-based issues.



	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


	The post holder may be required to undertake duties of a similar nature and at this level elsewhere within in the service



















	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 
	· Knowledge of relevant legislation such as Landlord & Tenant Act, Homes (Fitness for Human Habitation) Act, and HHSRS. 
· Experience supporting legal disrepair cases or technical inspections. 
· Understanding of building pathology and common structural/repairs issues.

	Experience
	[bookmark: _Hlk221280125]Essential
· Experience in housing repairs, property services or asset management administration.
· Strong organisational skills with the ability to manage high workloads and competing priorities.
· Excellent customer service and communication skills, particularly with vulnerable residents.
· Good understanding of damp & mould issues, disrepair obligations and technical repairs processes (training can be provided).
· Ability to work confidently with contractors, surveyors and internal teams.
· Competent in using housing/repairs systems (e.g. NEC, CRM) and Microsoft Office.
· High level of accuracy in data entry, record keeping and case documentation.

	Skills
	· [bookmark: _Hlk221280141]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
	· [bookmark: _Hlk221280180]Professional, empathetic and resident-focused. 
· Proactive, solution-oriented and committed to continuous improvement. 
· Able to maintain confidentiality and handle sensitive information responsibly. 
· Collaborative and supportive across teams and services. 
· Strong attention to detail and a commitment to accuracy.
· 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

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