Gravesham Borough Council 
	Division:
	Housing

	
	

	Department:
	Housing Assets

	
	

	Post Title:
	Housing Operations Team Leader (Workforce Planning)

	
	

	Hours
	37

	
	


Job Description
This job description is intended as a working document only, giving a guideline to the major tasks to be performed.  It is anticipated that the post will develop as working practices change in order to meet the demands of the service, new legislation or policies of the council.  It is expected the post holder will contribute to and assist in the development of such changes
Job summary
Responsible for the effective and efficient management of the Housing Operations.
The role requires effective management of a dedicated team of Support Officers, necessary to operate an efficient, customer-focused repairs service.  Motivation, clear direction and commercial awareness are essential for this role.
Main responsibilities 
To manage staff within the Housing Operations Team to ensure that all service objectives including the delivery of an efficient, customer-focused repairs administration service are achieved and to a consistently high standard and within budget.
To work alongside the Head of Service and various Managers in supporting and implementing the strategic aims and business development of the service.
To support the System Administrator with the ongoing development of the job scheduling and asset management system, champion and oversee any IT system development associated with the service, and act as back up for the Systems Administrator ensuring all processes are fit for purpose and updates implemented and managed where needed.
To work across all areas of the department to improve services, processes and systems to achieve increased efficiency, savings and income.

To assist the Technical Manager (Housing Repairs) with monitoring all budget lines and work with Finance to ensure accounts are maintained and end of year positions are accurately projected.

To ensure that all frontline repairs work is planned in effectively and staff are adhering to administrative procedures and policies for planning workloads.
To ensure that all administrative procedures, invoicing and internal systems for receiving, authorising and recording repairs are carried out in accordance with the council’s policies and procedures.
To prepare and present key statistical information and use this information to help identify areas for improvement or development within the repairs service.
To respond effectively to communications from tenants, contractors, suppliers and other stakeholders, this will include dealing with complaints and claims of disrepair on behalf of the department.  
Analyse complaints to develop and implement improvements that will reduce volume and pattern of complaints and develop the quality of service to get it right first time. 

To monitor, anticipate and schedule in trade operatives approved absence commitments (annual leave, training and sickness), and identify in advance where trade operatives availability is in danger of falling below necessary operating level and reschedule appointments  where necessary.
Ensure best practice with similar service providers is regularly investigated, compared and monitored and implemented where needed. 

To assist in regular communications with all contractors to ensure monitoring and performance criteria are being achieved, and where appropriate, improvement plans are developed. 

General

To carry out such other duties as may be required of you, commensurate with the grade and level of responsibility, as directed by management.

To participate as required in the Council’s Emergency Planning Operations which may involve duties outside the post holder’s normal job description and contracted hours.  In the event that an incident has occurred which disrupts the council’s ability to deliver it’s critical functions, the post holder will be expected to participate in the recovery stage which may include undertaking duties within the post holder’s competencies in other departments and/or at other locations.
A commitment and contribution to the Council’s Equal Opportunities Policy is an essential requirement of the post.

The post holder will carry out all duties and activities having regard to the provisions of the Health and Safety at Work Act 1974, and in accordance with any instructions from senior members of staff under that Act or any Council or Departmental Codes of Practice or Procedures.
The post holder must 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
The post holder will comply with Statute and Council Policy in all respects.

An awareness and commitment to section 17 which places a statutory duty on police and local authorities to work in partnership to reduce crime and promote community safety. It is also required that community safety is to be a thread running through all functions of the LA

A commitment to excellent customer service and the values of the Council
	
	ESSENTIAL
	DESIRABLE

	SKILLS/ABILITIES

(Specific skills and abilities required to undertake the duties)
	Excellent written, verbal and interpersonal communication skills required for dealing with a range of personnel including colleagues, customers, members and contractors.

IT literate including Word, Excel, internet and databases.  Proven ability to adapt, learn and develop new IT packages and systems quickly.

Demonstrable ability to produce and present information in a range of formats – presentations, reports, business cases and proposals.

Demonstrable ability to produce, interrogate and report statistical information as required.

Demonstrable ability to make decisions 

Excellent team player, with enthusiasm for change and development.
	

	KNOWLEDGE


	An understanding of the repair industry.
Knowledge of the Council, it’s aims, values, priorities
An understanding of landlord repair responsibilities and the right to repair act
	. 



	QUALIFICATION

          TRAINING
	Good standard of education for example English/ Maths GCSE 
NVQ level2/3 in Business Administration / Customer Service
	

	EXPERIENCE

(Level and type of previous experience)
	Experience of working within a busy front line service.
Experience of translating performance data into meaningful insights and actions

Experience of process improvement

A track record of conceiving and delivering innovative solutions to improve customer experience whilst enhancing business efficiency.


	Previous experience of managing staff.

	QUALITIES

(Particular qualities necessary to carry out the works, e.g. ability to work under pressure or work co-operatively in a team)
	Will have a considerable impact on the effectiveness and credibility of DSO Building Management.

Professional approach to colleagues, team members and members of the public.

Forward thinking approach and desire to make a difference.
Self Motivated. Logical thinking. Personable. 

Innovative

Embraces new technology and ways of working
	

	SPECIAL CONDITIONS


	
	Driving Licence 


