GreenSquareAccord Job Description



	Job Title
	Planner
	Location
	Brindleyplace
Birmingham

	Directorate
	Repair Operations

	Department
	Planning
	Date updated
	July 2026

	Job Family 
	Professional Services
	Grade
	3

	Organisational Structure

	
Director of Repair Operations
↓
Head of Planning and Performance
↓
Planning Manager 
↓
Team Leader / Senior Planner
↓
Planner


	Role Purpose

	

To plan, schedule and monitor repairs, maintenance, voids, servicing, planned maintenance and compliance activities, ensuring available resources are used effectively and work is completed safely, efficiently and within required timescales.

The postholder will monitor resource availability, current and anticipated workloads, appointment commitments and individual job priorities. They will make appropriate adjustments to work programmes, maintain effective communication with customers and operational colleagues, and support the achievement of service, compliance, productivity and customer satisfaction targets.

The role operates across the wider Planning and Scheduling function and may support responsive repairs, voids and empty homes, gas and heating repairs, gas servicing and compliance, electrical repairs, electrical servicing and compliance, planned and cyclical works, follow-on works, complaint-related works and other property maintenance or compliance activities.

Although the postholder may ordinarily be allocated to a particular workstream, geographical area, service or group of operatives, they will be expected to work flexibly across the wider Planning remit in response to operational requirements, customer needs and business priorities.

Where a workstream requires different processes, systems knowledge or technical awareness, appropriate guidance, training and support will be provided. The postholder will not be expected to make technical decisions that fall outside the scope of the Planner role or their level of competence.





	Key Accountabilities

	
Planning and Scheduling
· Plan, schedule and allocate repairs, maintenance, voids, servicing, planned maintenance and compliance activities to appropriate operatives, engineers, contractors or other resources. 
· Balance workloads effectively, taking account of priority, target and compliance dates, geographical location, skills, customer needs and available capacity. 
· Adjust appointments and work programmes in response to changing demand, emergencies, cancellations, absences and operational priorities. 
· Coordinate follow-on work and activities involving multiple trades, teams, contractors or service providers. 

Workload and Performance
· Monitor current and outstanding workloads, identifying work at risk of delay, missed appointments, missed completion dates or non-compliance. 
· Take appropriate action to progress work and escalate concerns relating to capacity, resources, safety, quality or performance. 
· Support the effective use of resources by reducing avoidable travel, scheduling gaps, repeat visits and inefficient working. 
· Provide accurate workload, productivity and performance information to support operational decision-making. 

Customer and Stakeholder Communication
· Arrange, confirm or amend appointments and work programmes where required, ensuring customers and relevant stakeholders are kept appropriately informed. 
· Take account of customer vulnerabilities, access requirements and communication needs when planning work. 
· Maintain professional and effective communication with customers, colleagues, operatives, engineers, contractors and other service partners. 
· Support the resolution of customer enquiries and complaints by providing accurate information and taking appropriate action. 

Systems, Data and Compliance
· Maintain accurate and timely records on relevant housing, repairs, scheduling, compliance and customer management systems. 
· Use available data and system information to support effective planning, identify risks and highlight emerging workload or performance trends. 
· Ensure work is planned and allocated in accordance with relevant service standards, target dates, compliance requirements and safety procedures. 
· Escalate incomplete or conflicting information, safety concerns, compliance risks or situations where appropriately skilled resources are unavailable. 

Collaboration and Service Improvement
· Work collaboratively with operational teams, the Contact Centre and other services to support effective end-to-end service delivery. 
· Provide feedback on recurring issues affecting job recording, diagnosis, appointment booking, resource allocation or work completion. 
· Contribute to the development and consistent application of procedures, processes and ways of working. 
· Identify opportunities to improve customer communication, resource utilisation, productivity, service quality and value for money. 



Flexibility and Wider Contribution
· Work flexibly across the Planning function, supporting different workstreams, services, geographical areas and groups of operatives where reasonably required and in accordance with the postholder’s contractual location and mobility requirements. 
· Recognise that allocation to a particular workstream does not permanently restrict the postholder to that area of the service. 
· Adapt to changing priorities, operating models, systems and service requirements. 
· Participate in training and development to build the knowledge and competence required to work across the wider Planning remit. 
· Undertake other duties that are reasonably consistent with the purpose and level of the role.



	Working Relationships and Contacts

	Internal
	
· Planning and Scheduling colleagues
· Operational managers and supervisors
· Operatives and engineers
· Repairs and Maintenance teams
· Gas and Heating teams
· Electrical teams
· Voids and Empty Homes teams
· Planned Works and Compliance teams
· Contact Centre colleagues
· Customer Service and Complaints teams
· Asset Management
· Neighbourhood teams
· Procurement and Finance
· Information Technology and Systems teams
· Performance and Business Intelligence colleagues
· Other GreenSquareAccord services


	External
	
· Customers and residents
· Contractors
· Suppliers
· Managing agents
· Local authority partners
· Other external service providers and service partners


	Other

	
Supervisory responsibilities
· The role does not ordinarily have formal line management responsibility. 
· The postholder may support the induction and training of new colleagues, share workstream knowledge and good practice, provide informal guidance and support the coordination of work during periods of operational pressure. 
· These responsibilities do not constitute formal line management accountability. 

Confidentiality and data protection
· The postholder will have access to customer, property, employee, contractor and operational information held within relevant organisational systems. 
· All information must be handled in accordance with relevant organisational policies and applicable information security and data protection requirements. 

Financial responsibility
· The postholder may raise orders or arrange works within their delegated authority and in accordance with the organisation’s financial procedures. 
· Any applicable financial limit will be determined by the organisation and may be amended from time to time. 

Specialist advice
· The postholder will provide operational advice relating to planning and scheduling, resource availability, appointment capacity, workload pressures, job progress, planning systems and processes, and trade or workstream allocation. 
· The postholder is not responsible for providing technical trade advice unless specifically trained and authorised to do so. 

Health and safety
· Cooperate with management in the implementation of health and safety policies and procedures. 
· Take reasonable care for their own health and safety and that of others who may be affected by their actions. 
· Not intentionally or recklessly interfere with or misuse anything provided for health and safety purposes. 
· Report health and safety concerns promptly to the appropriate manager. 
· Consider relevant customer, property and operative safety information when planning work. 
· Escalate situations where work cannot be completed safely or by an appropriately competent resource. 
· Provide relevant information to support risk assessments and apply agreed risk controls and safe working procedures when planning work. 

General requirements
· Actively contribute to and participate in performance and development reviews, supervision meetings, team meetings and other organisational activities as required. 
· Complete training and development relevant to the role. 
· Travel between organisational sites where this is a contractual requirement of the role. 
· Maintain any driving licence, vehicle access or permit required by the contractual terms of the post. 
· Comply with organisational policies, procedures and standards. 
· Demonstrate a commitment to equality, diversity and inclusion. 
· Support a positive, collaborative and respectful working environment.
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February 2025
Person Specification

A person specification is a list of the essential an/or desirable qualities which candidates should possess. It should be structured in such a way that it can be used as the framework for the shortlisting and interview process.  The specification should relate to the job description and contain all the qualities that are required to carry out the job effectively. It should avoid criteria that are not genuine requirements related to the duties of the post. The requirements should be clear and specific.

**Please remove examples highlighted in red before submitting your completed job description.


	QUALIFICATIONS AND TRAINING

	Essential
	Desirable

	· A good standard of general education, including sufficient literacy and numeracy to carry out the requirements of the role.
	· A relevant qualification in business administration, construction, housing, property services or a related subject.

	
	· An IT or data-related qualification

	
	

	
	




	KNOWLEDGE, SKILLS AND EXPERIENCE 

	
	Essential
	Desirable

	
	· Demonstrates personal accountability for the quality, accuracy and timeliness of their work.
· Works collaboratively with colleagues and supports the sharing of workloads across the wider Planning function.
· Builds and maintains effective working relationships with colleagues, operatives, engineers, contractors and other service partners.
· Adapts positively to different workstreams, processes, systems and changing priorities.
· Shares relevant information and workstream knowledge with colleagues.
· Demonstrates a flexible, reliable and solution-focused approach to work.
	· Experience of supporting the induction or development of colleagues.
· Experience of providing informal guidance or sharing good practice with others.
· Experience of supporting colleagues during periods of operational pressure or service change.

	Analytical
	· Uses workload and system information to identify immediate priorities, risks and capacity pressures.
· Interprets information to support effective planning, scheduling and resource allocation.
· Prioritises work based on urgency, risk, target and compliance dates, customer needs and operational requirements.
· Works accurately and demonstrates strong attention to detail.
· Maintains accurate records, system information and supporting documentation.
· Uses information and data to make timely and proportionate operational decisions.
· Identifies work at risk of delay, missed appointments, missed completion dates or non-compliance.
	· Experience of analysing productivity, appointment, resource or workload information.
· Ability to identify patterns, trends, risks and opportunities for improvement from operational data.
· Ability to present workload, operational and performance information clearly to different audiences.
· Experience of using spreadsheets, dashboards or reporting tools to support operational planning.

	Financial
	· Understands the importance of using available resources efficiently and delivering value for money.
· Plans work in a way that seeks to reduce avoidable travel, scheduling gaps, repeat visits and inefficient working.
· Follows agreed financial procedures and delegated authority when raising orders or arranging works.
· Identifies and escalates potential inefficient use of operatives, engineers or contractors.
· Maintains accurate records relating to orders, work allocation and resource use.
	· Knowledge of job costing and resource management.
· Experience of raising orders or arranging works within delegated financial limits.
· An understanding of the financial impact of inefficient scheduling, repeat visits, outsourcing and missed appointments.

	Problem solving
	· Plans and organises complex and changing workloads.
· Responds effectively to changes in demand, emergencies, cancellations, absences and operational priorities.
· Makes timely and proportionate decisions within the responsibilities of the role.
· Resolves routine planning and scheduling problems.
· Recognises when management, technical or specialist input is required.
· Challenges and escalates concerns relating to capacity, resources, safety, quality or performance.
· Works calmly and effectively under pressure.
· Uses personal initiative while following agreed procedures and service standards.
· Identifies incomplete or conflicting information and takes appropriate action.
· Considers alternative resources, appointments or work programmes when the original plan cannot be delivered.
	· Experience of identifying the underlying cause of recurring operational or scheduling problems.
· Experience of contributing to practical service improvements or process changes.
· Experience of resolving planning issues involving multiple trades, teams, contractors or service providers.

	Influencing
	· Communicates clearly and professionally, both verbally and in writing.
· Builds constructive working relationships with a wide range of internal and external stakeholders.
· Explains planning decisions, appointment changes and operational requirements clearly.
· Challenges inaccurate information, ineffective practices or performance concerns appropriately.
· Escalates risks and concerns clearly and at the appropriate time.
· Works with operational colleagues to agree workable changes to appointments and work programmes.
· Provides accurate information to support operational decision-making.
· Maintains a professional and respectful approach when dealing with competing priorities or differing views.
	· Experience of influencing colleagues or service partners without formal authority.
· Experience of presenting workload or performance information to operational teams.
· Experience of supporting the introduction of new processes, procedures or ways of working.

	Customer focus
	· Understands the impact that planning and scheduling decisions can have on customers.
· Takes account of customer vulnerabilities, access requirements and communication needs when planning work.
· Arranges, confirms and amends appointments or work programmes where required.
· Ensures customers and relevant stakeholders are kept appropriately informed.
· Explains appointment or programme changes sensitively and clearly.
· Communicates professionally with customers, including those who may be frustrated or dissatisfied.
· Supports the resolution of customer enquiries and complaints by providing accurate information and taking appropriate action.
· Works to minimise avoidable inconvenience, repeat contact and failed appointments.
· Demonstrates a flexible, customer-focused and solution-oriented approach.
	· Experience of working in a customer service or customer-facing environment.
· Experience of communicating with customers in difficult or sensitive situations.
· Experience of identifying opportunities to improve customer communication or service delivery.

	General knowledge & advice
	· A good standard of literacy and numeracy sufficient to carry out the requirements of the role.
· Good IT skills, including the ability to use databases, scheduling systems, spreadsheets, email and Microsoft Office applications.
· An understanding of workload planning, scheduling and appointment management.
· An understanding of the importance of accurate records and audit trails.
· An understanding of risk and the need to escalate safety, compliance and service concerns.
· Ability to use relevant housing, repairs, scheduling, compliance and customer management systems following appropriate training.
· Provides operational information and advice relating to:
· Planning and scheduling
· Resource availability
· Appointment capacity
· Workload pressures
· Job progress
· Planning systems and processes
· Trade and workstream allocation
· Understands the boundaries of the Planner role and recognises when technical trade advice is required.
	· Knowledge or experience of social housing repairs and maintenance services.
· Knowledge of responsive repairs, voids, gas and heating, electrical, servicing, planned works or compliance activities.
· Experience of using repairs and scheduling systems such as MRI, Service Connect, TotalMobile or equivalent.
· Knowledge of property compliance or servicing requirements.
· Knowledge of job costing and resource-management principles.
· Knowledge of geographical information or route-planning systems.
· Experience of planning work for mobile operatives, engineers or contractors.
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