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Job Description
	For HRU use only
	Ref: 3661


	Directorate
	Environment, Housing and Leisure

	Section/Location
	Housing Property and Construction

	Post Title
	Customer Liaison Advisor

	Permanent/Temp
	Permanent

	Grade
	6

	Responsible to
	Senior Customer Liaison Advisor

	Responsible for
	N/A

	Job Purpose

	Primary Purpose and Scope of the Job:

To provide an effective point of contact for our customers – dealing with enquires, complaints and compliments 
To work as part of a multi-disciplinary team to provide a customer focused service for all stakeholders
To assist in raising and promoting the profile of customer services across the Service area

To work in partnership with Council services and partners to provide joined up solutions and interventions for tenants and the neighbourhood


	Job Content

	Key tasks & accountabilities:
1. Work in partnership with North Tyneside Council services, partners and managers in the operational team to maintain and develop customer related activity in the Service
2. Contribute to the development, implementation and monitoring of any customer services plans

3. To undertake any customer related initiatives including customer surveys, visiting housing offices, arranging customer events etc., in partnership with other council services where appropriate eg the Engagement Team 



	4. To provide support and advice to tenants promoting the benefits of participating in planned maintenance works and act as the liaison between the tenant and the site staff before, during and after the works.

5. To take appropriate action where necessary to safeguard customers’ health and wellbeing, liaising with internal colleagues or other agencies as applicable
6. Undertake induction visits to assess customers’ needs and communicate those needs back to the site management team 

7. Effective communication to ensure customers are kept informed of when work is to commence, giving updates in relation to progress and changes in the programme and timescales.  Achieving this through progressive customer visits, maintaining regular contact and recording visits

8. To carry out proactive and responsive customer visits on completion of the works to check customer satisfaction, capturing any lessons learned to help shape the service
9. To signpost individuals to relevant services and/or agencies for information, advice and support including but not limited to managing their tenancies, anti-social behaviour etc

10. Take appropriate action and make relevant referrals at the appropriate level in relation to matters including but not limited to breached tenancy agreements, abandoned properties, tenancy fraud and illegal occupation, safeguarding concerns, and anti-social behaviour
11. Arrange access to properties in accordance with agreed sequence of works

12. Keep all members of the team informed daily of any issues arising from customer visits

13. Provide practical support to tenants during the work to include but not limited to respite packing up service, relocating tenants as required for the duration of works such as moving into respite property, requiring the postholder to drive a company vehicle, usually a small van
14. Working with partners and contractors to support the effective and timely delivery of the capital investment program

15. To report additional housing repairs which fall outside the programmed works specification on behalf of the tenants to provide a joined up service
16. To carry out duties and contribute to the effective implementation of the organisation’s policies and procedures on health safety and equality and diversity

17. To make effective use of ICT systems including handheld technology and scheduling/work allocations systems working within GDPR guidelines

18. To carry out other duties commensurate with the grade as required



	Performance standards

	1. Attend and positively contribute to Individual Performance Review and One to One meetings and assist in the delivery of service improvement plans.

2. Act in a professional manner at all times and promote North Tyneside Council in a positive manner.

3. Develop and further good working relationships with customers and involve them in improving the service.

4. Ensure all documentation is maintained efficiently and effectively to show the ‘customer journey’ – showing action where problems or issues have been captured

5. Develop and maintain relationships with partner agencies through effective partnership working.

6. Implement and comply with the Council’s equality and diversity policies.

7. Be fully aware of health and safety requirements in relation to any task undertaken and ensure that safe working practices are adopted at all times.

8. Ensure that the service delivers value for money and aims to deliver annual efficiency savings. 

9. Attend training and briefing sessions when requested and take personal responsibility to improve and develop your skills, knowledge and ability
10. Follow the process for customer contact from introduction through to completion of works (letters/appointments etc) and demonstrate through documentation
11. Undertake and respond to customer complaints and dissatisfaction enquiries to the timescale set out by our Client team
12. To adhere to GDPR legislation



	Working conditions

	1. The CLA will spend a considerable amount of time outside on the estates and therefore subject to all types of weather conditions
2. The CLA will visit customers in their homes and assist them in the site offices as first point of contact
3. Assistance with practical preparation for upcoming works and after care including a packing-up service for small items that need to be moved to allow the works to take place therefore some lifting and carrying will be involved from time to time, as will driving a company vehicle, usually a small van 
4. Lone working is a regular feature of the role
5. The CLA will be directly involved with customers whose circumstances or behaviour could cause some emotional upset.  They will on occasion come into contact with customers who are angry, abusive, threatening or aggressive 

6. Undertaking emergency situation cover outside of normal working hours where needed to protect the service and continuous delivery to our customers
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Aspire to be better I Enable others I Deliver on promises
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