Gloucester Grove Estate TMO

Job title: 



Administrative Support
Grade/Salary:



£27,306 – £28,128 
Reports to:



TMO Manager
Key relationships: Gloucester Grove Management Board, Local Authority,
Contractors, Tenants and Service users
Purpose of the job

To provide and promote a professional, high quality, front-line customer focused face to face and telephone service to all Gloucester Grove Estate residents.  In addition, to provide effective day to day support for to the organisation’s operational team. 
The post holder will be responsible for dealing with all customer enquiries in relation to our services, focusing primarily on repairs, housing management and income management. Delivering a service to meet the individual needs of all customers and wherever possible resolving enquiries at first point of contact.

The Job

Working within a small team you will aim to resolve queries during the first contact, so taking personal ownership and responsibility is a given. You will need excellent listening and communication skills as well as being methodical in your actions so that colleagues and contractors are clear on any follow on tasks.  
Duties include:
· To  take  responsibility  for  being  the  first  point  of  contact  for service users and ensure that a high quality of service is delivered at all times.
· To establish, develop and maintain effective working relationships with all work colleagues  to  ensure  a  ‘one  team  approach’  to  the  delivery  of  the  team’s performance standards and the business objectives.
· Liaise with colleagues in local offices, contractors and other partner agencies as appropriate to resolve enquiries
· To take ownership and responsibility for all enquiries presented to the TMO Housing Office, identify customer needs, and utilising appropriate questioning and listening skills to identify and offer appropriate solutions
· To ensure that all computerised systems are used effectively to  help  process customer enquiries and accurately maintaining all records in a timely manner.
· To complete Customer Satisfaction Surveys and all outbound activities in line with team objectives.
· To ensure a clear knowledge and understanding of team objectives and priorities and how the individual role will contribute to the achievements.

· Support the TMO Manager with the process of collating the Key Performance Indicators
· To ensure that information literature is available in the office and at the front counter which are relevant, accurate and in a form that meets the needs of the intended recipient.

· Responsible for ensuring all forms of customer database is kept up to date at all times including the equality database.
· Responsible for updating the organisations website as well as other associated social media platforms. 
· Supports resident involvement initiatives.
Develop housing management skills and knowledge 

· Develop repairs and maintenance knowledge 
· Follow-up action points on voids, anti-social behavior, illegal lettings, etc.

· Provide administrative support for the TMO Manager.

· Provide administrative support to subcommittees and or board meetings which would require attending evening meetings
· Assist HO with identification of vulnerable residents and work on pro-active measures to assist with improving resident satisfaction.
· Support the estate inspection routine.
· Support tenancy inspection routines

· All employees are required by Section 7 of the Health and Safety at Work Act to take reasonable care of their own health and safety and that of others who may be affected by their acts or omissions.

	POST:  Administrative Support 
	LOCATION: Gloucester Grove Estate

	GRADE: £27,000 - £28,128
	


PERSON SPECIFICATION
	*CRITERIA
	JOB REQUIREMENTS
	*M.O.A

	
	Experience, Knowledge, Skills etc.
	

	E
	Experience in using a wide range of relevant IT packages
	A/I

	E
	Excellent communication skills
	A/I/T/AC

	E
	Proven ability to manage a varied workload to achieve priorities and objectives
	A/I/AC

	E
	Excellent problem solving skills
	A/I/T/AC

	E
	Willingness to work flexibly and ability/commitment to work as part of a team and on your own initiative
	A/I/AC

	E
	Experience of working within a Customer Service environment
	A/I

	E
	The ability to work under pressure and to deal with challenging situations in a sensitive and creative manner
	A/I/T/AC

	D
	Knowledge of Housing
	A/I

	  E
	Excellent IT skills
	  A/I

	  E
	Experience of working developing and managing a database
	  A/I

	  
	
	

	
	Qualifications
	

	E
	Educated to GCSE standard, or equivalent
	A/C

	
	Competencies
	

	D
	Demonstrate a desire to learn and succeed within a service environment
	A/I

	D
	Demonstrate an ability to develop and maintain positive and co-operative working relationships
	A/I/AC

	D
	Demonstrate a strong commitment to customer service in all activities
	A/I/AC




	*CRITERIA


	
	                         *M.O.A (METHOD OF ASSESSMENT) 

I = Interview     T = Test     C = Certificate     P = Presentation
	

	E = Essential      D = Desirable
	A = Application Form
	
	AC = Assessment Centre
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