MORAY COUNCIL
JOB DESCRIPTION

	 (1)
JOB IDENTITY

	POST TITLE:    Tenant Liaison Assistant                  DEPARTMENT:  Housing and Property Services                             
SECTION:
Asset Management (Housing)          LOCATION:         HQ/Hybrid
REPORT TO:
Housing Asset Manager

SALARY:
Grade 5                                             VACANCY REF: MOR12347


	(2)
JOB PURPOSE AND WAY OF WORKING

	As part of the Council's Asset Management Team (Housing), you will liaise directly with tenants and other customers to support the delivery of damp, mould and condensation services and wider housing investment programmes. You will ensure clear and timely communication throughout investigations, repairs and improvement works, helping to deliver positive customer outcomes and high levels of customer satisfaction.

You will achieve this by supporting and promoting the delivery of customer-focused programmes including damp and mould remediation works, the replacement of windows and doors, kitchens, bathrooms, roofing and insulation measures. You will ensure customers understand the works being undertaken and that the Council has a clear understanding of customers’ needs and expectations, helping to ensure these are effectively met.
You will maintain accurate records of damp and mould investigations, inspections and remedial works ensuring customers are regularly updated throughout the process. 


	(3)
MAJOR TASKS

	3.1 Schedule investigation surveys and prepare and issue written investigation outcome   reports to customers following damp, mould and condensation inspections, clearly setting out the findings, recommended actions, remedial works, responsibilities and anticipated timescales for completion, in accordance with relevant statutory and organisational requirements.
3.2 Maintain contact with customers regularly in line with the ongoing programme of works to ensure customers are fully aware of the works being undertaken and to deal with any potential enquiries.
3.3 Ensure vulnerable customers who are scheduled to receive property improvements are identified and necessary support mechanisms are implemented to support their needs.
3.4 Investigate and respond to customer complaints in line with Moray Councils Complaints handling procedure. 
3.5 Coordinate and schedule property inspections, surveys and repair appointments through the Council's scheduling and diary management systems, ensuring appointments are arranged efficiently and within service standards.
3.6 To promote positive behaviours in the workplace and promote safe working within the housing service.
3.7 To gather customer feedback on damp, mould and condensation services, monitor satisfaction levels and report any performance concerns, trends or opportunities for service improvement to the Housing Asset Manager
3.8 To undertake any other duties as may be reasonably expected
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DUTIES TYPICALLY INCLUDE:

	4.1 The postholder will have a key role in supporting the Council’s damp and mould service, ensuring cases are effectively managed, monitored and communicated to tenants throughout the lifecycle of the investigation and remedial works process.
4.1.2 Contact customers regularly and in line with the ongoing planned maintenance and repair programmes, to ensure customers are fully aware of the works being undertaken and to deal with any potential enquiries.

4.1.3 Ensure that vulnerable customers are identified and that appropriate support measures are implemented to meet their individual needs throughout the inspection and repair process. 
4.1.4 Support the continuous improvement and development of the service, particularly in relation to customer service, compliance and safety.
4.1.5 Work collaboratively with Contractors, Housing Management, Health and Safety and any other key stakeholder to ensure an efficient and customer focused service.
4.1.6  To coordinate inspections, surveys and repair appointments, including those relating to damp, mould and condensation cases, ensuring appointments are arranged within service standards and customers are kept informed throughout the process.
4.1.7 To maintain accurate damp, mould and condensation case records, ensuring data is recorded and managed in accordance with agreed procedures, financial information is accurately coded, and records support service monitoring, performance reporting and continuous improvement initiatives.
4.1.8 Contact tenants in advance of appointments to minimise no-access visits and aborted works, respond to customer enquiries, and ensure records are updated accurately to reflect outcomes. 
4.1.9 Be responsible for reducing failure demand through positive customer contact and liaison with service manager, tradesmen and sub-contractors.
4.1.10 Maintain accurate records of inspections, repairs and completed works. Investigate any performance concerns identified through customer feedback and report findings to the Housing Asset Manager.      

4.2 To gather tenant feedback and Customer satisfaction relating to damp, mould and condensation cases and to prepare reports for the Housing Asset Manager.
4.2.1 Coordinate the issue of customer satisfaction surveys and monitor response rates and outcomes.
4.2.2 Provide weekly performance reports to the Housing Asset Manager on damp, mould and   condensation cases, including compliance against statutory response and completion timescales, outstanding actions, overdue cases and any risks to service performance or regulatory compliance.
4.2.3 Maintain accurate and up-to-date case information within corporate systems to support the monitoring of damp, mould and condensation cases, compliance with statutory timescales, performance reporting and organisational oversight.
4.2.4  Ensure customer information is accurately captured, recorded and maintained to support a full understanding of customer needs and expectations to inform service delivery and improve customer outcomes.
4.3       To promote positive behaviours in the workplace and promote safe working within the    housing service.

4.3.1 To create an inclusive culture within the workplace through positive behaviour.

4.3.2 To take personal responsibility for your own health & safety at work and be aware of your actions in relation to the health and safety of others. Identify record, manage and report risk in day-to-day operations and have in place clear accountability for risk within Housing and Property Services.
4.3.3 To assist with training and staff development and appraisal programmes, both as a trainer and trainee and demonstrate commitment to continuing professional development.

4.3.4 Provide administrative support as directed by the Housing Asset Manager.

4.3.5 To attend training courses as required.

4.3.6 To bring staff and personal training needs to the attention of the Housing Asset Manager.
4.3.7 Embrace and participate in own personal development initiatives in order to increase skills and knowledge to ensure that objectives and targets are met. 
The above is intended to provide a clear but concise statement of the present MAJOR TASKS and ACTIVITIES of the job.  It is not an exhaustive list of all its detailed duties.
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REPORTING RELATIONSHIPS
This job is indicated by *

	Housing Asset Manager
Tenant Liaison Officer


SIGNATURES AND ADMINISTRATION ONLY

	Author’s Signature:
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Date:


THE MORAY COUNCIL

PERSON SPECIFICATION

Post:




Tenant Liaison Assistant
Department:



Housing and Property Services
Date Specification Completed:

October 2026  
Prepared by:



Housing Asset Manager
Note:  Any disabled applicant who meets the essential criteria for the post is guaranteed an interview.

	ATTRIBUTES
	ESSENTIAL
The minimum acceptable levels for safe and effective job performance
	DESIRABLE
The attributes of the ideal
 candidate

	(1) Experience


	Proven administration and clerical experience. 
Experience of managing telephone, email and customer enquiries in a professional and customer-focused manner. 
Previous experience of working with a range of IT software systems including Microsoft Office, Excel and Access.

	Experience of working within a housing, property maintenance or construction environment.


	(2) Education & qualifications*


	Minimum of three National 5  qualifications (or equivalent), including English. *

	SVQ, HNC or equivalent qualification in housing, construction or related discipline*


	(3) Skills/abilities (general)


	Able to demonstrate a commitment to customer service.

Able to demonstrate previous high performance levels in terms of customer service and support.

Capable of working on own and as a team member.  
Self confident and self motivated
	Experience in the use of Microsoft Power BI

	(4) Skills/abilities specific to post*


	Ability to work flexibly to meet the needs and demands of the service.

Excellent verbal and written communication skills, with the ability to communicate effectively with customers, colleagues and contractors.

Capability to concentrate and to produce a high standard of work whilst dealing with numerous distractions in a busy office environment.

Full UK driving licence

	Knowledge and understanding of Local Authority work

Knowledge and understanding of workflow scheduling 

	(5) Inter-personal & social skills


	Ability to deliver excellent customer care in a polite and diplomatic manner

Ability to work as part of a team or using own initiative where required


	

	(6) Working environment & physical demands
	Ability to work in a hybrid working style
Able to work under pressure to balance competing demands and sustain outputs
	


* Candidates will be required to show these documents if invited for interview.
Satisfactory PVG Scheme check required?



NO
Satisfactory pre-employment medical screening required?

NO
