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Belle Isle Tenant Management Organisation

Job Description

Job Title: Customer Assistant
Grade: C1
Belle Isle TMO - Mission and Aims
The postholder will be employed by Belle Isle TMO and will work towards helping Belle Isle TMO achieve its mission which is to Build a Better Future for Belle Isle. In addition the postholder will contribute to Belle Isle TMO’s aims which are to;

· Provide High Quality Services

· Help build a safer and stronger community

· Be a well-run Tenant Management Organisation
Reporting Line 

The post holder reports to the customer Services Team Leader and has no line management responsibility:

As an employee of Belle Isle TMO you will be actively involved in: 
· Teamwork  

· Customer Communications  

· Community Engagement 

· Service Development and improvement 

· Compliance 

· Personal development 
Specific Duties
1. To provide an excellent customer service to all tenants, residents and visitors to Belle Isle TMO, promoting the image of the organisation and ensuring wherever possible that the customer experience is positive.

2. To deal with requests for repairs, including making appointments for work to be carried out, advising tenants on their responsibilities and any recharge work and working closely with the repairs contractor in agreeing timescales for work to be completed, negotiating as necessary to ensure satisfactory completion, and to ensure the correct and accurate use of IT systems for the reporting and monitoring of repairs and other queries brought to reception.
3. To accept rent payments and advise on rent balances and payment options such as direct debit.
4. To provide information on how to request tenancy changes, and mutual exchanges. 
5. To receive complaints of ASB and capture the appropriate information.
6. To ensure tenants are kept informed of progress on their enquiries in a professional and helpful manner and in cases of residents with support needs, ensuring that information provided has been understood.
7. To record all customer enquiries via CRM.
8. To process rechargeable repairs so that evidence of the repairs needed and why it is recharged is provided to LCC.
9. To process commencements and terminations of tenancy advising the applicant/tenant of timeframes and responsibilities including payment of rent, acceptance of keys and preparation of any necessary documentation, informing colleagues and updating of manual and computerised records as required.
10. Liaising with the tenant, the utility companies and repairs contractor for the final fix, following guidelines and timescales in order to meet performance targets.
11. Advising tenants on the procedures to be followed for applying for insurance cover, advising of applicable bands in accordance with guidelines, ensuring correct bands applied, then inputting Insurance details onto appropriate records and ensuring that all relevant documentation is processed and tenant informed when application is accepted. 
12. To maintain garage waiting list and allocate garages to applicants in accordance with procedures, including termination and commencement of garage tenancies, maintaining accurate records of the condition of garage sites.
13. Dealing with incoming mail ensuring all mail received is scanned and distributed efficiently across the organisation.
It should be noted that the above tasks are subject to occasional changes to incorporate other commensurate duties and responsibilities to organisational change/review and to assist flexibility. The duties outlined are not meant as an exhaustive list and will also comprise any other duties within the spirit of the post as specified by the Chief Executive.
Customer Assistant person Specification 

	Qualifications
	Essential 
	Desirable 

	
	General level of education with minimum 4 GCSE’s(grade A to C) or equivalent
	A customer service or housing related qualification 

	Knowledge
	Knowledge of the role and functions of a social housing landlord
	Knowledge of the operation of office based IT systems including, the Civica  Housing Management System, Keystone, and Microsoft Office packages

	Skills 


	Self Management  - the ability to prioritise own workloads to ensure that deadlines are met and quality is maintained
	

	
	Team work – the ability to communicate with colleagues to make sure issues are resolved in a timely way. 
	Intermediate level skills in Excel and Word, the ability to carry out large scale mail merge and use excel to sort and filter and track activity

	
	Ability to listen, extract and transfer accurate information to relevant computerised systems and to be able to interrogate systems to provide informative responses to customers.
	

	
	Sensitivity to individual needs, show understanding, and maintain customer confidentiality at all times.
	

	
	Ability to apply a broad range of policies and procedures to resolve customer enquiries at the first point of contact.
	

	
	Problem solving. Being able to analyse information provided by tenants and apply judgement in accordance with agreed policies and procedures as to progress of the query leading to a satisfactory conclusion.
	

	
	Commitment to excellent customer service
	

	
	Demonstrate respect, openness and integrity when dealing with tenants and customers
	

	
	Confidence when dealing with people at all levels, both inside and outside the organisation.
	

	
	Conscientious approach towards completing tasks accurately and to deadlines.
	

	
	Flexible approach to team working to ensure the operational needs of the organisation are met.
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