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	JOB PROFILE



	Directorate:
	Housing and Wellbeing

	Service Area:
	Repairs and Investment, Landlord Services

	Job Title:
	Work Planner

	Grade:
	E

	Post Number:
	M035

	Base/Location:
	Charnwood Borough Council Offices

	Responsible To:
	Business Support Team Leader

	Responsible For:
	N/A

	Key Relationships/

Liaison with:
	External

Customers of Charnwood Borough Council
Contractors and Consultants

MP & Councillors

Suppliers

Council Officers

Internal
Business Support Manager

Repairs Team Leaders

Contact Centre

Repairs and Maintenance Manager

Senior Managers

Board Members

	

	Job Purpose

	· The Business Support Team is responsible for the organisation and co-ordination of operational support activities for the division in order for Senior Managers and other team members to function at optimal performance level.

· This team will also manage all administrative functions as well as repairs scheduling with minimal direction, balancing competing priorities and stakeholder needs.
· Serve as the face of the division for all operational staff on such matters as performance management, IT and communications.

· The Business Support Team will develop, improve, maintain and make use of appropriate information systems and procedures to assist in the achievement of divisional and organisational objectives that build a customer focused high performing culture within the property and investment division.
· Delivery of an effective and appropriate service to all service users, fairly and without discrimination.

	

	Main Duties and Responsibilities

	1.
	To support the provision of a top quartile Property and Investment service by coordinating workload planning, supplier relationships, and sub contractor relationships.  To deal with any planning/scheduling/appointment activity for the directorate. Dealing with all enquiries and requests and initiating and monitoring actions across the repairs and maintenance service teams. Ensuring the Charnwood Borough Council fulfils its legal, regulatory and statutory obligations.

	2.
	Ensure the effective maintenance of all data bases and hardware used by Property and Investment Services such as QL, Cloud Dialogs, Lagan (CRM), Agresso, telephones and mobiles.  Regularly undertaking necessary housekeeping of the System and directing users accordingly.  Provide internal IT support including the training and development of Business Support Officers as and when necessary.  To monitor and maintain PDA control allocation.

	3.
	To develop, improve, maintain and make use of appropriate systems and procedures to assist in the achievement of divisional and organisational objectives.  Ensure all documents and division communications are accurate, consistent and well presented.  Develop and maintain electronic and paper filing systems for the division in line with organisation records management policies.

	4.
	Utilise feedback from customers, operatives, staff, suppliers and contractors regarding operational delivery, initiating service improvements as necessary.

	5.
	Actively set targets, monitor performance, benchmark, network and engage with other contracting organisations, suppliers and sub-contractors and their representatives to ensure the service achieves the standards set. To seek opportunities for change: developing policies and procedures, as necessary, to deliver continual improvement.

	6.
	Monitor daily work volumes ensuring efficient use of resources to meet turnaround timescales.  Ensure employees have the workload to allow them to perform to an optimum level at all times.

	7.
	Provide supporting information on operative performance levels. Decide upon action required to change or reallocate resources to achieve maximum efficiency.  To manage all operatives diaries with limited supervision.  To indicate where applicable, causes of problems and assist in setting appropriate actions to maintain KPI turnaround times.

	8.
	Assist the service managers with the daily liaison and monitoring of the supply chain’s activities to ensure service standards are maintained, reporting potential deviations in performance to the Business Support Team Leader; preparing appropriate reports for remedial action.

	9.
	Liaise with Business Support Team Leader and Repairs Team Leaders to resolve issues relating to missed appointments or job related problems. Monitor agreed corrective actions.  Monitor job completion times and appointments kept.

	10.
	To ensure that all materials and equipment are planned as required for each job.

	11.
	To take appropriate action to address weak areas of performance by introducing new practices or changing the way the service is delivered.

	12.
	Continuously monitor operational performance and take necessary remedial action, recommending adjustments to resource need in order to maintain required levels of performance within available budgets.

	13.
	To ensure that the organisation’s health and safety, environment, equality, diversity and inclusion policies are fully implemented at all times and in all aspects of service delivery and employment.

	14.
	To ensure that customer satisfaction is a service priority and that systems and processes are developed to record customer feedback.

	15.
	To support on IT and customer service projects for the Directorate.

	16.
	To plan in all post inspections to officers and tenant inspections.

	17.
	To attend user groups which may be outside of normal working hours for systems and to develop best practices learnt into the procedures and operations at Charnwood Borough Council.

	18.
	To be responsible for inputting and extracting all data requirements for the systems.

	19.
	To implement all upgrades or any system maintenance requirements, this may be outside of normal working hours.

	20.
	To undertake any additional duties deemed necessary which will include assisting with other core work activities within the Business Support team, including collection of customer satisfaction information and payment of utility bills.

	21.
	The postholder will be required to undertake such other duties commensurate with the grade, and / or hours of work, as may be reasonably be required.

	22.
	Responsible for protecting and managing information securely, and reporting breaches or suspected information security breaches, in line with Council policies

	The nature of the work may involve the jobholder carrying out work outside of normal working hours.

	

	This job description sets out the duties and responsibilities of the job at the time when it was drawn up.  Such duties and responsibilities may vary from time to time without changing the general character of the duties or the level of responsibility entailed.  Such variations are a common occurrence and cannot in themselves justify a reconsideration of the grading of the job.

	

	Charnwood Borough Council is seeking to promote the employment of disabled people and will make any adjustments considered reasonable to the above duties under the terms of the Equality Act 2010 to accommodate a suitable disabled candidate.

	Prepared by: Business Support Team Leader
Date: 06/11/2025
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	Essential
	Desirable

	Qualifications


	
	

	GCSE Grades of C or above (or equivalent) in Mathematics and English.


	(
	

	Or
Demonstrable experience identified within the section below.

	(
	

	
	
	

	Experience
Experience of performance-based work in a customer focused service organisation.

Have a working knowledge of a CRM system.

Good working knowledge of housing management software, appointment scheduling system and mobile work software.

Knowledge of QL housing management and Service Connect appointment scheduling software.

Have a working knowledge of all Microsoft applications to assist in producing documentation as well as an ability to learn new IT and paper-based systems.
	(
(
(
(
	(

	
	
	

	
	
	

	
	
	

	Skills / Knowledge


	
	

	Competency in the use of Microsoft Office or similar applications.
Use of Management system in delivering front line public services.
Good organisational and time management skills.
Able to multi-task and work within a team to deliver team plan goals
	(
(
(
(
	

	
	
	

	
	
	

	Interpersonal Skills


	
	

	Ability to demonstrate good written and verbal communication skills.

Must be able to demonstrate confidence when dealing with internal/external individuals, groups and Contractors.
Demonstrate an understanding and empathetic approach to the customer.
Ability to manage  work patterns within a live environment with the need for being persuasive.
	(
(
(
(
	

	
	
	

	
	
	

	Other requirements


	 
	

	Must be self-motivated, and environmentally aware.

Able to use own initiative and also work within a team.

Willing to learn new skills.

Must be able to work out of hours.

Demonstrate a clear ability to multitask.
A willingness to learn new skills and implement problem solving initiatives to new circumstances.

Ability to generate innovative approaches to service delivery.

	(
(
(
(
(
(
(

	

	An understanding of, and commitment to equal opportunities, and the ability to apply this to all situations.


	(
	

	Must be able to perform all the duties and tasks of the job with reasonable adjustments, where appropriate, in accordance with the provisions of the Equality Act 2010.

	(
	

	
	
	

	
	
	


	Prepared by: Business Support Team Leader
Date: 06/11/2025
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