Housing Repairs Administrator
Person Specification
Selection should be based on evidence that candidates meet the requirements below through their application, assessment and/or interview.
Qualifications and Training
Essential
· A good standard of general education, including the literacy and numeracy needed to maintain accurate repair records, communicate with residents and colleagues, and undertake routine administrative work.
· Willingness and ability to undertake relevant training in repairs systems, health and safety and organisational procedures.
Desirable
· Relevant vocational, property maintenance, construction, housing, customer service or administrative qualification.
· Relevant health and safety training.
Experience
Essential
· Previous experience of working in a repairs, property maintenance, construction or similar operational maintenance environment.
· Practical maintenance experience and sufficient hands-on knowledge to understand common property repairs and provide appropriate assistance with maintenance tasks when required.
· Experience of organising workloads, appointments, jobs or activities to meet deadlines and changing priorities.
· Experience of using IT systems to enter, retrieve and maintain accurate information.
· Experience of dealing effectively with customers, residents, clients or service users.
· Experience of working constructively with operational colleagues to resolve problems and complete work.
Desirable
· Previous experience in social housing repairs and maintenance.
· Experience of scheduling repairs and managing tradespeople's or maintenance operatives' diaries.
· Experience of responsive repairs, void properties or planned maintenance.
· Experience of working with contractors and suppliers.
· Experience of using housing management, repairs management or dynamic scheduling software.
Knowledge
Essential
· Practical understanding of common property repairs and maintenance issues.
· Understanding of how different maintenance tasks may require different trade skills, materials and levels of priority.
· Awareness of safe working practices and the importance of not undertaking work outside an individual's training or competence.
· Understanding of the importance of accurate records, appointments and communication in delivering an effective repairs service.
Desirable
· Knowledge of social housing responsive repairs services.
· Awareness of repair priorities, emergency repairs, service standards and performance targets within a housing environment.
· Knowledge of relevant housing repairs terminology and processes.
IT and Administrative Skills
Essential
· Confident and familiar with using IT as a fundamental part of day-to-day work.
· Able to learn and use housing, repairs and scheduling software effectively.
· Competent in Microsoft Office applications, particularly Outlook, Word and Excel.
· Able to enter and update information accurately and promptly.
· Able to manage electronic diaries, emails, repair records and other digital information.
· Strong organisational skills, with the ability to coordinate multiple jobs and priorities simultaneously.
· Good attention to detail and ability to maintain accurate records.
Scheduling and Problem-Solving Skills
Essential
· Ability to plan and organise appointments and workloads effectively.
· Ability to prioritise emergency and urgent work while maintaining progress with routine repairs.
· Able to respond effectively when appointments, operative availability or repair priorities change at short notice.
· Able to match work appropriately to available skills and resources using information provided through the repairs process.
· Able to identify problems, establish practical next steps and escalate issues appropriately.
· Able to work effectively in a busy environment where priorities may change throughout the working day.
Communication and Customer Service
Essential
· Clear and professional verbal and written communication skills.
· Ability to explain repair appointments and processes clearly to residents.
· Ability to communicate effectively with maintenance operatives, contractors, housing colleagues and managers.
· Able to deal calmly and professionally with dissatisfied or frustrated residents.
· Able to obtain accurate information by asking appropriate questions and listening carefully.
Teamwork and Collaborative Working
Essential
· Demonstrable ability to work constructively and collaboratively with colleagues, including sharing relevant information, coordinating activities, responding positively to changing team priorities and helping colleagues resolve operational problems.
· Ability to build effective working relationships with both office-based and operational maintenance colleagues.
· Willingness to provide reasonable practical assistance to maintenance colleagues where required and where tasks fall within the postholder's competence.
· Ability to contribute to shared service objectives rather than working solely within individual tasks or responsibilities.
Personal Competencies
Essential
· Reliable, organised and able to take responsibility for seeing allocated work through to completion.
· Practical and solution-focused approach to problems.
· Able to balance good customer service with operational priorities.
· Flexible approach to changing workloads and service demands.
· Accurate and attentive to detail.
· Comfortable working in both administrative and operational maintenance environments.
· Commitment to providing a good-quality repairs service to social housing residents.
· Commitment to equality, dignity and respectful treatment of residents and colleagues.
Recruitment Assessment Priorities
Particular weight should be given during recruitment to evidence of:
1. Practical repairs/maintenance experience.
2. Ability to schedule and coordinate maintenance workloads effectively.
3. Confident use of IT and ability to learn repairs/scheduling systems.
4. Ability to communicate effectively with residents and operational staff.
5. Constructive, collaborative working with colleagues.
6. Sound judgement about what maintenance work the individual can safely assist with and when specialist or qualified trade input is required.

