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Job Description
	For HRU use only
	Ref: 3597


	Directorate
	Environment, Housing and Leisure

	Section/Location
	Killingworth

	Post Title
	Out of Hours Call Handler

	Permanent/Temp
	Fixed Term – 12 months

	Grade
	Grade 4

	Responsible to
	Contact Centre Team Leader

	Responsible for
	N/A

	Job Purpose


	To be the first point of contact for tenants reporting emergency repairs and routine repairs outside of normal working hours.

The postholder will be required to provide excellent customer services by assisting customers with enquiries relating to all housing repairs, planned maintenance and Schools and Public Building Repairs. This will involve being the first point of contact for answering telephone enquiries along with other non-phone based communications and enquiries.

The postholder is required to diagnose repairs to determine what is and what is not an emergency repair, take details of repairs, chasing outstanding works, liaising with tenants, updating contractors and updating the internal systems. There will also be the requirement for the postholder to undertake a range of administrative functions including updating the system with planned works programmes, job completions and processing customer satisfaction information, etc. when not handling calls.

	Job Content

	1. To provide the first point of contact for all out of hours service requests and diagnose, raise and allocate emergency and routine works. This will include raising all associated follow on works for service requests using the appropriate ICT systems. Whilst the primary communication channel is via the telephone other service requests through all other communication channels shall be received and responded to accordingly
2. To utilise your knowledge and experience to ensure that all repairs are raised in line with our repairs policy and that only true emergencies are raised for response out of hours. 
3. Ensure all information received is recorded in the appropriate ICT system in a clear and concise manner as required and actioned as required.

4. To provide a range of administrative and support functions for the service including processing job completions, raising follow on repairs, sub-contractor invoice processing, collation of customer satisfaction information, data cleansing of systems and other general admin duties appropriate to the level and responsibility of this post. (Note – List non-exhaustive and may change in line with priorities)
5. To provide self-help advice and basic advice to customers in relation to common and simple repair enquires to help customers to resolve the problem themselves were appropriate 
6. To receive and process any complaints, comments or suggestions and resolve where possible at first point of contact or pass to relevant team members or service areas.
7. To provide customers with advice and information on a range of repairs and planned works across the service
8. To receive, process and issue all service requests and enquiries for services in what can be a fast paced environment with limited guidance and advice in some circumstances. 

9. To be responsible for operating, maintaining and monitoring a range of complex information  in different formats as part of our ICT systems or support systems as required, including providing summary information or analysis to the wider service

10. To provide information or signpost customers to other services as required. 

11. Comply with all legislative requirements and adhere to the Councils policies and procedures in carrying out the job role. 
12. Effectively liaise with all colleagues across the service to ensure excellent communication on internal and external enquiries.
13. To adhere to established procedures for each service request, adhering to agreed Key Performance Indicators, Service Level Agreements and quality standards to maximise customer satisfaction. 

14. Ensuring compliance with all regulations, guidelines and procedures appropriate to the level of responsibility of this post.

15. Acting in accordance with the Council’s Health and Safety Policy and maintain personal development, training and awareness appropriate to the level of responsibility of the post, 

16. Identify and communicate any areas that could improve and promote  service delivery in a timely and proactive manner
This list is typical of the level of duties expected of the postholder.  It is not exhaustive, and other duties of a similar type and level will be required.




	Performance standards

	1. Ability to work to a high standard of accuracy that ensures prompt, efficient and effective service delivery.
2. Ability to diagnose and appoint all repairs in line with our repairs policy and only raise those jobs that are true emergences out of hours
3. Specific standards and objectives will be agreed with your line manager on a regular basis.


	Working conditions

	1. The postholder will be required to work outside of normal working hours (between circa 6.00pm and 8.00am) along with weekends and bank holidays

2. Variable work patterns (outside normal working hours) will be required to meet the needs of the service
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Person Specification

	Factor
	Essential
	Desirable
	Assessment means

	Skills and Knowledge
	· Strong interpersonal and communication skills (verbal and written).

· Ability to relate articulately, pleasantly and clearly with members of the public.

· Ability to deal with sensitive enquiries and complaints 

· Ability to assist customers to access self-serve ICT options

· Excellent ICT Skills ability to maintain ICT systems using: word processing, spreadsheets, databases and financial processing packages

· Ability to explain routine tasks to others as directed.

· Ability to input, extract and interpret information from manual and computerised information sources;

· Demonstrate and maintain high standards of customer care;

· Work as an effective team member.
· Ability to work under pressure and prioritise own workload


	Knowledge of working in a repairs and investment service

Understanding of service monitoring procedures.

	Interview and assessment

Interview and assessment

Application form, assessment and interview

Interview and assessment

Interview and assessment

Application form and interview

	Qualifications and Training
	· Good general education with a minimum of 4 GCSE at grade C or above including Maths and English, or the equivalent, and / or relevant experience
· Good literacy and numeracy skills.


	Customer Service N.V.Q. (level 3) or ICS award

	Certificates

Interview and assessment


	Experience
	· Ability to work as part of a team and/or work unsupervised as required

· Ability to work consistently in an enthusiastic and professional manner. 

· Ability to stay calm under pressure.
· Commitment to equal opportunities and anti-discrimination policies


	
	Interview and assessment


	Special Requirements
	· Flexibility to work shifts to meet our business needs across the opening hours of the service
· Ability to work flexibly across different sites


	
	Interview and assessment
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Aspire to be better I Enable others I Deliver on promises
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