The Highland Council

Person Specification


	Service:
	Community Services

	Job Title:
	Repairs Coordinator




	Essential Attributes

In order to be able to carry out the duties of this post effectively and safely, candidates will be able to provide evidence of the following:


	Experience

· Recent General Office or Call Centre/Service Centre Experience.
· Experience of delivering customer service.
· Experience of working in a telephony service in a target driven environment.
· Experience of using computerised systems.
· Organisation skills in relation to office systems and processes, including diary management.

Education and Qualifications

· Good general level of education
· Good understanding, experience in customer care.

General Skills and Abilities

· Ability to work in a team with minimum supervision.
· Accuracy and attention to detail, being numerate and literate
· Ability to focus on more than one task simultaneously.

Skills/Abilities specific to the post

· Customer care skills.
· Ability to problem solve within restricted timescales using agreed solutions.
· Skilled in the use of computer packages and various communication methods.
· Ability to respond to and identify changes in priority, working to tight deadlines and targets.
· Ability to learn new systems efficiently and react to system upgrades accordingly.

Interpersonal and Social Skills

· Ability to relate to and communication effectively with both internal and external customers.
· Ability to maintain positive working relationships.
· Ability to work under pressure.
· Ability to work effectively as part of a team.
· Excellent telephone manner.
· Ability to be diplomatic and observe confidentially, where appropriate.
· Fully flexible approach in relation to times of work as team works on a rota basis.


Ideal Attributes

· Ideally you will be able to provide evidence of the following.
· Experience of Connect
· Experience of working in a Building Maintenance Environment.
· Experience of working in a target driven environment.




















































The Highland Council

Job Description

	Service:
	Community Services
	Section:
	 Building Maintenance

	Job Title:
	Repairs Coordinator 

	Grade and Salary:
	HC04 . appointment will normally be made at first point of the scale

	Location:
	Various.  Team currently based at Building Maintenance Depot, Diriebught Road, Inverness

	Responsible to:
	Team Leader (Repairs Coordinating)

	Job Purpose:

	· Using Dynamic Scheduling to organise operatives to deliver an effective building repairs service via Connect.
· Act as the interface between the customer and the service provider, ensuring end to end responsibility for work completion, including customer satisfaction surveys.


	Key Duties and Responsibilities:
	
· Utilise dynamic scheduling systems to schedule work activities by maximising the use of in-house trade teams and external subcontractors to satisfy customer care and requirements and to meet Service Target times.
· Through diary management and liaising with area based supervisors, responsibility for scheduling and rescheduling reactive and routine planned work. This includes ensuring resources are fully occupied with work, carry out follow on actions and inform supervisors of issues. Also, to anticipate future resource requirements and inform the correct person of any foreseeable problems and resource issues.
· Maintain high standards of customer care to a variety of customers, particularly in relation to communication and confidentiality.
· Ensure all operational targets are achieved.
· Work in partnership with wider Highland Council teams and contractors to provide a repairs service and to provide support to other team members.
· Respond to conflicting priorities from different groups based on impact of customer, availability of resources and cost.
· Efficiently and effectively operate a number of business systems.
· Carry out telephone customer satisfaction surveys every month and assist in the investigation of customer complaints as and when required.
· Assist in the training of new staff to the Scheduling Team.
· Attend team briefings and one to one meeting with the Team Leader.
· Abide by Council policies and procedures.
· React quickly to an ever changing workload and respond correctly to different priorities to ensure we meet service specific targets and trades have a steady flow of work throughout the day.
· The post holder will operate professionally both as an individual and as a team member for the benefit of the customer at all times, regularly contributing ideas, suggestions and feedback to managers and supervisors.

	Other Duties:
	· The post holder may be required to undertake any other duties appropriate to the level of the post.
· Duties and responsibilities will vary from time to time.

	Health & Safety:
	Health & Safety is an integral part of any role within the Highland Council.  As such we would expect that all employees:
· Be familiar with Violent Incident and Accident reporting procedures and comply with them.
· Undertake a continual program of Risk Assessment in relation to their role within Highland Council
· Have an understanding of the importance of Health and Safety in the workplace, and familiarise themselves with the Highland Council’s Health & Safety Procedures.

	Date:
	








































