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	JOB TITLE
	Repairs Assistant

	GRADE
	SCP 18-21

	POST NUMBER
	6722A, 6810A, 6985B, 6322C

	RESPONSIBLE TO	
	Repairs Front Office Team Leader

	PRIMARY LOCATION
	Pluto House 

	WORKING PATTERN 
	Core pattern 
Weekdays 

	JOB SUMMARY
	To act as the first point of contact for Responsive Repairs enquiries from tenants and internal stakeholders via telephone, email, online forms and other communication channels.
To assess, triage and diagnose repair requests, raise responsive and emergency repair orders, and arrange initial appointments in accordance with council policy, procedures and service standards.
To provide accurate advice, repair updates and resolutions at the first point of contact wherever possible, whilst maintaining excellent customer service and ensuring accurate records are maintained on council systems.
To support the delivery of a professional, customer-focused Responsive Repairs service by effectively managing enquiries, escalating issues where required, completing damp and mould processes in line with Awaab's Law requirements, and contributing to the achievement of service objectives

	ROLE REQUIREMENTS
	

	1. 
	Act as the first point of contact for Responsive Repairs enquiries from tenants, leaseholders, and internal stakeholders via telephone, email, online forms and other communication channels.

	2. 
	Deliver a professional, customer-focused service, ensuring all enquiries are handled politely, efficiently and in accordance with service standards.

	3. 
	Assess, triage and diagnose repair requests using available information, housing knowledge and council systems to determine the appropriate course of action. 

	4. 
	Raise responsive and emergency repair requests accurately and within agreed timescales.

	5. 
	Arrange and book initial repair appointments in accordance with repair priorities, contractor availability and service procedures.

	6. 
	Provide tenants and stakeholders with repair updates where available and escalate enquiries where further investigation or intervention is required.

	7. 
	Resolve enquiries at the first point of contact whenever possible through effective use of systems, knowledge and problem-solving skills.  

	8. 
	Signpost customers to the appropriate service area where enquiries fall outside the Responsive Repairs service remit.

	9. 
	Maintain accurate and comprehensive records of customer contacts, repair requests, appointments, actions taken and outcomes on council systems.

	10. 
	Complete damp and mould assessments, forms and records in accordance with council procedures and Awaab's Law requirements, ensuring appropriate escalation where necessary.

	11. 
	Identify potentially vulnerable tenants and ensure appropriate support, safeguarding and escalation procedures are followed.

	12. 
	Handle difficult conversations and manage dissatisfied or distressed tenants professionally, seeking positive outcomes whilst maintaining service standards.

	13. 
	Liaise effectively with contractors, surveyors, housing teams and other internal departments to support the efficient delivery of repairs services. 

	14. 
	Support the achievement of service performance targets and contribute to continuous improvement initiatives within the Responsive Repairs service.

	15. 
	Undertake administrative and data management activities associated with the Responsive Repairs service, ensuring accuracy and compliance with council procedures.

	16. 
	Complete ad hoc duties and projects of a similar level of responsibility as reasonably required by management.

	17. 
	Equal Opportunities
To promote equality of opportunity in employment and service provision and eliminate unlawful discrimination.
To recognise that people have different abilities to contribute to the council’s goals and performance and to take necessary action to give everyone a chance to contribute and compete on equal terms.

	18. 
	Emergency Planning
To participate as required in the council’s Emergency Planning operations including undertaking training and exercising as directed
To participate in the response to an emergency which may involve duties outside your normal job description and at times outside your contracted hours
To participate in the recovery stage following the emergency.

	19. 
	Business Continuity - In the event that an incident has occurred which disrupts the council's ability to deliver its critical functions, to undertake duties within your competencies in other departments and/or at other locations.

	20. 
	Data Protection - To ensure that data quality and integrity is maintained and that data is processed in accordance with Council policy, the Data Protection Act, the Freedom of Information Act, and other legislation

	21. 
	Health and Safety - All employees have responsibilities under The Health and Safety at Work Act 1974.  These responsibilities are laid out in the council’s Health and Safety Policy, available on the Intranet or from Personnel.

	22. 
	Safeguarding - Adhere to the council’s safeguarding policies and procedures and undertake relevant training in order to help protect children and adults at risk of harm within the borough.

	23. 
	Additional Duties - To undertake any additional duties of a similar level of responsibility as may be required from time to time.

	DATE
	08.09.2026




	PERSON SPECIFICATION
	Essential
	Desirable

	EDUCATION & TRAINING/ QUALIFICATIONS
	GCSE Level 4 or above (or equivalent) in English and Maths
	NVQ Customer Service Level 2

	EXPERIENCE
	Minimum one years’ previous experience in work involving dealing directly with the general public or customers
	Previous experience of working in a building maintenance or construction related environment

	SKILLS & KNOWLEDGE
	· Listening skills
· Computer skills
· Numeracy skills
· Ability to keep accurate records
· Ability to produce simple letters
	

	OTHER REQUIREMENTS
	· Post holder must use their own initiative, possess a methodical approach to work and have the ability to follow thorough a variety of complex tasks to satisfactory completion.
· The ability to be flexible in attitude and manner in order to deal appropriately with a wide variety of people and service situations.

	





Contractual / Training Requirements 
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	No

	Requires Driving Licence
	
	No

	Management/Supervisor Responsibilities 
	
	No

	Night Working - Working 3+ hours  between 11pm and 6am
	
	No

	Lone Working 
	
	No

	Working in confined spaces
	
	No 

	Safety Critical Worker – completing a task e.g. working at heights or with hand-held machinery - if impaired would pose a significant risk to self/others.
	
	No

	Health Surveillance – Includes audiometry, HAVs, dermatology, lung function.
	
	No

	Enforcement Responsibilities – name cannot be disclosed 
	
	No

	Emotionally Demanding - employee is dealing with trauma / vicarious trauma 
	
	No

	Conflict Exposure – employee will frequently encounter disagreements/disputes of varying intensity while carrying out their role 
	Yes
	

	Enforcement/ Security Industry Authority licensed - employee licensed by (SIA)
	
	No

	Safeguarding Training Required
Level 1 - Ad hoc contact / never be left alone with a child, young person or adult at risk
Level 2 - Likely to come into contact with children/young people/adults at risk, through the nature of the role, but has no responsibility for supervision, or has line management
Level 3 - Responsibility for supervision of children, young people or adults at risk, or has safeguarding lead responsibilities as part of their role.
	Level 1
	 
	

	DBS check required – confirmed by a counter-signatory
	
	
	

	Asbestos Exposure
1 - Office based with little or no exposure risk
2 - Likelihood of contact is remote and secondary to their role
3 - Potential to encounter asbestos as part of their role
	Level 1
	 
	

	Legionnaires exposure
1 - Basic Awareness Training - may come into contact with bacteria in water systems
2 - Training on Legionnaires Disease - directly working with any of the following (or other sources of contaminated water)
	Level 1
	

	Weil's exposure
Employees who work in areas where they may come into contact with the urine of infected animals, such as such as rats, cattle, pigs, and dogs. OR contaminated water or soil
	
	No
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