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GreenSquareAccord Job Description

	Job Title
	Tenant Liaison Officer
	Location
	Midlands

	Directorate
	Operations 

	Department
	DLO Planned Works
	Date updated
	

	Job Family 
	 Trades 
	Grade
	3

	Organisational Structure

	Head of Operations
Regional Operations Manager
· Area Manager Planned Works


	Role Purpose

	Maintenance and improvement of properties forms a key part of our contract with residents, the service must provide the right level of property maintenance to protect a buildings long term value and ensure repairs are undertaken in a timely and efficient manner to safeguard the level of resident satisfaction built up in the business. 

The primary function of this role is to carry keep communication flowing between departments and residents. 

The role is to carry out pre-inspection visits to assess the job and report on any issues to your area manager. Planning the work for up-and-coming weeks using service connect and MRI systems. Make immediate adjustments to work programmes, keeping residents informed and
making sure residents are satisfied with the service and quality of the work they receive. You will be required to send monthly reports to various departments on completions for each month. 

The programme runs through the financial year which is April to April. Each year the team will receive a new programme.


	Key Accountabilities

	
· To provide support to Booking in appointments with the customers.
· Raising contract orders and suppling access details to external contractors. 
· Manage contractor relationships.
· Planning work in for the operatives on service connect. 
· Collecting in inputting information on MRI operating System.
· Attending prestart surveys with designers. 
· Explaining the process of works to the customer and capturing process via written forms and photographs.
· Act as the main point of contact and deal with any problems/queries that customers may have.
· Monitor customers satisfaction and complaints. 
· Provide support to the delivery team throughout the refurbishment process.
· Manage relationships to engage on access procedures and installation programmes.
· Engagement with planning teams to support delivery of programmes.
· Improve access levels for all work streams.
· Ensure all customer details on all systems are accurate and implement a regular review of 
data. 
· Attendance at site/client meetings when required.


	The GSA Way

	Our commitments are the culture that defines who we are, they shape the way we interact with our customers and colleagues, impact the way we prioritise and make decisions, and are the way we do things around here.

As a GreenSquareAccord colleague, you are expected to demonstrate our core commitments of the GSA Way. These are:

· We believe our customer is everything
· We are one team 
· We are supportive and caring
· We are business-minded for social purpose
· We are curious and ambitious.



	Working Relationships and Contacts

	Internal
	Managers, and staff from other Departments across the Group..

	External
	
· GreenSquareAccord Limited suppliers.
· GreenSquareAccord Limited customers/residents.
· Members of the public.
· Police and other emergency services.
· Local Authorities and registered social landlords.


	Other

	
· Undertake other duties as may reasonably be required.
· Complete training that is relevant for the role.
· Flexible with working hours 
· Company van will be allocated and full driving licence required







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.



	QUALIFICATIONS AND TRAINING

	Essential
	Desirable

	
	NVQ Level 2 or above in a customer care 
related discipline

	Customer service experience

	Experience within a social housing environment

	GCSE or equivalent standard in Maths and English

	

	
	



	KNOWLEDGE, SKILLS AND EXPERIENCE 

	
	Essential
	Desirable

	Leadership
	
	

	Analytical
	
	· Demonstrable use of Analytical tools such as Excel and Power BI

	Financial
	
	

	Problem solving
	· Problem solving skills
· Ability to manage own 
workload
· Effective communication 
skills both written and verbal
· Ability to work 
collaboratively with others 
to deliver high quality 
services to our customers
	

	Influencing
	· Delivers high quality results in a timely manner.
· Ability to plan, organise and successfully execute multiple tasks simultaneously with timeliness and accuracy.
	· Good organisational, time management and prioritisation skills with the ability to meet deadlines and to determine an appropriate course of action in spite of changing demands.

	Customer focus
	· Ability to communicate and work with internal and external customers, stakeholders and colleagues at all levels, with varying needs and involve them in the development of services
· Experience of working in stressful environments and diffusing, mediating and calming situations and emotional, difficult or distressed people.
	

	General knowledge & advice
	· Good working knowledge and experience of using of Microsoft Office software such as Outlook, Word, Excel, PowerPoint
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