LONDON BOROUGH OF TOWER HAMLETS
JOB DESCRIPTION


	Job Title:

	Housing Services Advisor

	Grade:
	Grade F


	Accountable To:

	Customer Services Team Leader

	Number of Direct Reports:

	None 

	DBS Required:

	No



Job Purpose:

To provide professional and responsive customer services, as the first point of contact for residents contacting London Borough of Tower Hamlets, whilst ensuring that resident are at the heart of everything we do.

	Key Accountabilities:


	1. 
	To respond to telephone, face to face, email, and correspondence enquiries made by residents and provide advice and assistance in resolving them at the initial point of contact. 


	2. 
	To schedule appointments and manage hand-offs with specialist support teams. 


	3. 
	To record actions and outcomes on the relevant ICT system, and manage customer records. 


	4. 
	To provide customer services at all LBTH customer contact points and work flexibly to deliver the service to the hours of operation agreed with residents. 


	5. 
	To undertake outbound contacts to support vulnerable residents, consultation and satisfaction surveys. 


	6. 
	To undertake a range of customer services support activities (forms processing and document management). 


	7. 
	To provide support and liaise with mobile staff within the Neighbourhood Housing Service and other specialist delivery teams. 

	8. 
	To consistently deliver to customer service targets and service standards as agreed. 


	9. 
	To comply with London Borough of Tower Hamlets people management policies and procedures including equality of opportunity and Health and Safety at work. 


	10. 
	To demonstrate professional behaviour in accordance with the Visions and Values and code of conduct in operation in London Borough of Tower Hamlets.


	11. 
	To undertake any other duties that may be required from time to time, and which are commensurate with the salary and responsibilities of the post, including evening and weekend working as a key feature of this role. 


	12. 
	Carry out other reasonable ad hoc duties to support the Directorate which are commensurate with the expectation of the post as directed by the line manager or the Head of Service.




Health & Safety
The postholder is required to comply with all Health & Safety at work policies, procedures and guidelines which form part of this job description.  The postholder must look after their own health, safety and welfare and be mindful of other persons who may be affected by their acts. Employees must co-operate and comply with management instructions regarding Health and Safety issues and report all accidents, incidents and problems as soon as practicable to their line manager or other manager.

Equality and Diversity
The postholder is required to actively promote diversity in the workplace.  It is the duty of the postholder not to act in a prejudicial or discriminatory manner towards employees or resident. The postholder should counteract such practice or behaviour by challenging or reporting it.

Safeguarding
LBTH is committed to safeguarding and promoting the welfare of vulnerable adults. Safe recruitment of staff is central to this commitment, and LBTH will ensure that its recruitment policies and practices are robust, and that selection procedures prevent unsuitable people from gaining access to vulnerable adults.  

All staff working with Vulnerable Adults should be aware of and share the commitment to safeguarding and promoting the welfare of vulnerable adults when applying for posts at London Borough of Tower Hamlets. 
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Person Specification

Job Title: Housing Services Advisor

Please state how each of the criteria listed will assessed as followings:

A = Application
I = Interview
T = Test

	Knowledge, Education and Experience




	Essential Criteria
· Experience and knowledge of Housing policies and procedures 

· Knowledge and experience of dealing with residents directly 

· Knowledge of Microsoft Word, Excel and Outlook or similar applications

· Experience of working in a customer  facing environment – call centre and/or face-to-face
	
A/I

A/I

A/T

A/I


	Skills and Abilities
	Essential Criteria
· Excellent customer focus and communication skills
 
· Ability to prioritise and meet deadlines 

· Ability to manage difficult conversations
 
· Team player
 
· Ability to learn

· Commitment to equalities

· Ability to work in accordance with LBTH values

· Writing skills
	
A/I

A/I

A/I
A/I
A/I

I
I



AI

	Additional Requirements
	· Flexible, including types of duties required within role, location of work and working hours
	I
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