Job Description

	Job Title
	Repairs Technical Triage Lead
	Location
	Hybrid / Office Based

	Directorate
	Operations (Property)

	Department
	DLO
	Date updated
	

	Job Family 
	
	Grade
	

	Organisational Structure

	· Reports to: Damp, Mould and Condensation Manager
· Direct reports: n/a
· Any functional reporting relationship job titles outside this: Surveyors / Administrators / DLO Managers / Planners / Heating / Electrical 


	Role Purpose

	This role plays a critical function in protecting residents, ensuring legal compliance, and driving effective responses to housing hazards under Awaab's Law and the Housing Health and Safety Rating System. This includes identification and escalation risks relating to: 
· HHSRS Framework, 
· Awaabs Law, 
· Damp and mould, 
· Gas safety, 
· Electrical safety, 
· Fire safety, 
· Structural integrity, 
· Water ingress / Leaks
The Triage Lead will be responsible for the effective assessment, prioritisation, and coordination of housing repair and health and safety cases associated with Awaab’s Law and the Housing Health and Safety Rating System (HHSRS). The postholder will ensure that reports of damp, mould, disrepair, and other housing hazards are risk-assessed promptly, triaged appropriately, and escalated within statutory timescales to protect residents and ensure organisational compliance.
The role acts as the central point of coordination between residents, housing management teams, compliance officers, surveyors, contractors, and external agencies, ensuring that health and safety risks are identified and mitigated efficiently.


	Key Accountabilities

	Technical Repairs Triage
· In this role, you will be responsible for the initial triage and desktop assessment of Housing Health cases, helping us respond quickly and appropriately to issues such as damp, mould and disrepair
· Engage directly with customers to understand their concerns, explain findings in plain language, and ensure they feel supported throughout the process
· Identify residents who may be vulnerable due to age, disability, health conditions, or other circumstances
· Ensure safeguarding concerns are referred in accordance with organisational procedures
· Support the implementation of risk mitigation plans
· Maintain a proactive approach to identifying and managing housing-related health risks
· Ensure emergency repairs are recognised promptly and responded to within agreed timescales
· Provide technical advice to customer service teams, housing officers, surveyors, and contractors
· Ensure customers receive accurate information and realistic repair expectations
· Work collaboratively with internal and external stakeholders to improve service outcomes
· Conduct video surveys with customers to conduct real time walkthroughs to assess requirements
· Ensure repairs are correctly categorised, prioritised, and allocated in accordance with organisational policies and service standards
· Minimise repeat visits and avoidable inspections through effective diagnosis and repair planning
· Work closely with planning and scheduling teams to ensure repairs are allocated to the most appropriate team
· Improve first-time fix rates through effective diagnosis and repair specification


	Working Relationships and Contacts

	Internal
	Work closely with: 

· Housing Officers
· Surveyors
· Repairs and Maintenance Teams
· Safeguarding Teams
· Compliance and Governance Teams


	External
	· Environmental Health Officers
· Contractors
· GreenSquareAccord Limited customers/residents
· Consultants, third party agencies, solicitors, etc. 
· External companies and other Housing Associations.


	Other

	
· Undertake other duties as may reasonably be required
· Actively contribute and participate in PDR development reviews and discussions, supervision meetings, and other meetings, as required
· Complete training that is relevant for the role
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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

	· Strong working knowledge of Awaab's Law, the Decent Homes Standard and the Housing Health and Safety Rating System (HHSRS)
· Good understanding of building regulations and compliance requirements, developed through work experience
	· HNC/HND or equivalent in Construction, Building Maintenance, Surveying, or a related trade discipline
· CIH qualification or membership





	KNOWLEDGE, SKILLS AND EXPERIENCE 

	
	Essential
	Desirable

	Leadership
	· Proven experience in building pathology and diagnosing residential property defects
· Experience specifying remedial works and producing practical, cost-effective solutions
· Ability to assess defects from photographic evidence, customer descriptions and virtual surveys 
· Commitment to health, safety, and compliance
	· Experience leading or supervising teams.
· Experience implementing compliance frameworks.
· Understanding of property surveying principles.
· Knowledge of building pathology relating to damp and mould.
· Experience supporting regulatory inspections and audits. 
· Proficient in housing management and case management systems

	Analytical
	· Solid understanding of Housing Legislation, HHSRS framework and Awaabs Law requirements
· Strong knowledge of building maintenance and responsive repairs
· Experience diagnosing domestic repairs across multiple trade disciplines

	· Identify opportunities to increase efficiency and reduce repair costs.
· Demonstrable use of Analytical tools such as Excel and Power BI or Total Mobile

	Financial
	
	· Ability to understand business consequences to financial performance

	Problem solving
	· Strong risk assessment and decision-making capabilities
· Excellent communication and stakeholder management skills
· Ability to prioritise competing demands in a fast-paced environment
· Good organisational, time management and prioritisation skills with the ability to meet deadlines and to determine an appropriate course of action despite changing demands
	

	Influencing
	· Work collaboratively with internal and external stakeholders to improve service outcomes
· Continuous improvement mindset

	

	Customer focus
	· Customer focused and outcome driven
· Excellent communication skills, with the ability to explain technical issues clearly
· 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 demanding environments
· Collaborative approach to problem solving

· Professional and compassionate communication
· Ensure customer service standards are maintained throughout case management processes

	· Experience of identifying opportunities to improve the customer experience and following through from concept to delivery
· Problem-solving and conflict resolution skills


	General knowledge & advice
	· Responsive repairs and maintenance processes
· Damp and mould diagnosis and remediation 
· Building construction and maintenance techniques
· Health and safety legislation 
· Prepared to attend and take part in training to increase knowledge and experience

	· Housing repairs performance     management
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