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Customer Repairs Officer
Salary: Band 5 - £26,473 - £28,239 p.a.
Hours per week: 37 Monday to Friday
Location: Somerstown Area Housing Office, Portsmouth

Contract type: Permanent

We are looking for a Customer Repairs Officer to join our Customer Repairs Team
supporting all our building maintenance teams. Candidates must be enthusiastic, good
communicators, organised, methodical and able to prioritise multiple demands.

What can we offer?

We will support you by providing opportunities to train and develop your existing knowledge
and skills, as appropriate. As a service we take pride in our work by valuing others, focusing
on what is important so that we make a real and positive difference.

What is the role?

You will be based at one of the Area Housing Offices working as part of the Customer
Repairs team reporting directly to the Senior Customer Repairs Officer and Assistant
Customer Repairs Manager

The Customer Repairs Officer role will be supporting the Building Repairs teams providing a
repairs service. You will work flexibly in a call centre and be part of a rota which is regularly
reviewed and adjusted appropriately to meet the demands of the service undertaking your
contracted hours.

You will act as the main point of contact for residents, leaseholders, PCC employees and
site managers who are requesting repairs. You will need to be able to collect accurate repair
information and ask effective questions ensuring that the right resource is allocated to
undertake the repair at the right time that is convenient with the customer.

You will also support all the Building Repairs teams providing a repairs service by carrying
out a range of technical administrative duties including, updating repairs following
authorisation of quotes, customer satisfaction surveys, administering Disabled Facility
Grants (DFG) requests, uploading information to our stock database, arranging surveyor and
annual service appointments.

Who is the person?
Your application needs to demonstrate that you:

e Ideally have experience in a telephone or call centre role, managing large amounts of
inbound and outbound calls in a timely manner

o Have customer service experience, strong phone and verbal communication skills
along with active listening skills.

o Able to develop relationships with residents and building occupiers, asking the right
questions to get the information required, as well as someone who shows empathy
for people who may be in difficult situations.
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e Ability to remain calm & professional when dealing with difficult customers.

e Can work independently, is well organised, methodical and able to prioritise and
manage multiple demands.

e Can be assertive and challenging while dealing professionally with service users.

e Be able to work as part of a team to ensure a smooth delivery of the service and be
flexible in being able to adapt to the demands of the team.

e Have experience of undertaking a range of administrative tasks effectively to support
others.

e Have experience and be competent using a variety of IT databases and systems to
update them in timely manner with accurate information.

e Have a positive attitude towards work, be resilient, embrace change and actively
work with your colleagues to improve the service offered to customers.

e |deally have some knowledge of building repairs, although training will be available.

You will need to demonstrate that you have the Right to Work in the UK. No post will be
offered without it.

General Data Protection Regulation (GDPR)

Portsmouth City Council is the Data Controller of any personal information you provide when
applying for a job. It will only be used in connection with the recruitment process and will not
be kept for longer than necessary. For more detailed information you can access the Data
Protection Privacy Notice on our careers portal.
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