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Role Profile
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	Job Title:
	Customer Contact Adviser 

	Reports into:
	Senior Repairs Coordinator

	Direct Reports:
	None

	Department/ Location:
	Stockwell

	Disclosure Level:
	Basic

	Candidate Overview
	A confident, customer-focused individual responsible for supporting the day-to-day running of the Repairs Service. The postholder will handle high-volume calls, log repairs accurately, progress jobs with contractors, manage inboxes and support the wider Property Services team.

They will work patch-based, taking ownership of repairs within their allocated area to provide consistent and reliable service to residents.
This is a fast-paced, frontline role requiring strong organisation, excellent communication skills and a calm, solution-driven approach.


	Role Purpose:
	The Customer Contact Adviser is a frontline repairs role with enhanced responsibility for follow-on actions, work-in-progress (WIP) control and customer outcomes.
While the postholder will remain the first point of contact for residents—taking calls, raising repairs and managing enquiries in line with established Repairs Assistant processes—this role is differentiated by taking active ownership of repairs beyond the initial logging stage.
The postholder is responsible for ensuring follow-on works are raised, repairs are progressed, overdue jobs are actively chased, residents are kept informed, and customer satisfaction feedback is captured. The role plays a key part in improving grip on repairs delivery, reducing backlog and improving communication.

	Key accountabilities

	First Point of Contact & Repairs Logging
· Act as the first point of contact for residents reporting repairs via phone, email, 8x8/WhatsApp, Teams and in person
· Accurately diagnose and raise repairs in NEC using correct priorities, descriptions, SORs and contractor allocation
· Provide clear advice to residents on next steps, access requirements and expected timescales
· Record all interactions accurately in NEC for audit, complaints and case history
· Manage high call volumes while maintaining accuracy, professionalism and empathy
· Support vulnerable residents by adapting communication and escalating concerns where required

Follow-On Works Ownership (Core Focus of the Role)
· Take ownership of all follow-on actions arising from inspections, contractor attendance or incomplete repairs


· Ensure additional works, variations or further repairs are raised promptly and correctly
· Review contractor updates and inspection outcomes to confirm required works are not missed
· Proactively chase follow-on works to prevent jobs stalling or becoming overdue
· Act as a consistent point of contact for residents where multiple visits or follow-on works are required

Work-In-Progress (WIP) Ownership, Reporting & Delivery Control
· Take end-to-end ownership of repairs WIP within allocated patches, ensuring all jobs are actively progressed, updated and not left to stall
· Maintain accurate, up-to-date records in NEC, ensuring job status, notes, actions and ownership are clearly recorded and audit-ready
· Proactively identify repairs at risk of delay or becoming overdue and take early action to prevent service failure
· Act as the coordination point for follow-on works, variations sign off and additional repairs, ensuring these are raised, tracked and escalated promptly to the appropriate manager for decision
· Prevent delays caused by outstanding quotes or variations by monitoring progress and ensuring timely instruction is issued to contractors once decisions are made
· Ensure contractors are consistently updated on approvals, changes and next steps to support smooth delivery on site
· Produce weekly and/or monthly WIP summaries for the Operations Manager and Senior Repairs Coordinator, highlighting:
· Overdue and aging jobs
· Repairs awaiting contractor action
· Repairs awaiting internal approval or instruction
· Key risks, repeat issues or emerging trends
· Escalate stalled jobs, repeat failures or high-risk cases in line with procedures, providing clear information to support timely management decisions

Resident Communication & Case Ownership
· Keep residents informed throughout the full repairs journey, particularly where follow-on works are required
· Proactively update residents on delays, changes or next steps
· Resolve routine issues such as missed appointments, access problems and re-bookings
· Escalate repeat failures, high-risk cases or potential complaints appropriately
· Ensure communication is consistent, clear and recorded in NEC

Customer Satisfaction & Feedback
· Complete customer satisfaction surveys on a minimum of 10% of completed repairs
· Record feedback accurately and escalate negative feedback or service failures
· Identify common themes from customer feedback and highlight service improvement opportunities
· Support improvements in resident communication and customer experience

Insite Administration & Evidence Handling
· Review and action Insite inspection reports and ensure staff raise required works within SLA timeframes.
· Chase and escalate quotes or work variations for approval by the Line Manager or Head of Service.
· Raise purchase orders via P2P for Insite Energy and Dulux decoration vouchers as required.

Contractor & Internal Liaison
· Act as a key liaison between residents, contractors and internal teams
· Chase contractor responses, outstanding actions and confirmations
· Support the Senior Repairs Coordinator and Surveyors with updates, evidence and case progression
· Assist with complaint responses, MP enquiries and service investigations relating to repairs

Variations, Quotes & Escalation Control
· Monitor all repair variations and follow-on quotes to ensure they are logged, tracked and progressed
· Identify variations or quotes that are causing delays and escalate promptly to the appropriate manager for decision
· Ensure contractors receive timely instruction once variations or approvals are agreed
· Act as the coordination point between contractors and management to prevent jobs stalling due to lack of instruction
· Track outstanding variations and follow up regularly until resolved


General Responsibilities
· Represent SW9 professionally when interacting with residents, contractors and internal colleagues.
· Provide cover for colleagues during periods of absence, high workload or emergencies.
· Undertake any other duties appropriate to the role, as directed by the Senior Repairs Coordinator or Head of Property Services .


	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 
	· 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

	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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