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Accountability Profile:

	
Job title:

	
Customer Experience Resource Planner

	
Employer:

	
Weaver Vale Housing Trust

	
Location:

	
Gadbrook Park / Hybrid Working

	
Contract:

	
Permanent

	
Annual Salary:

	
£30,500

	
Hours of work:

	
37 hours per week

	
Department/Team:

	
Customer First Hub

	
Reporting to:

	
Customer Experience Planner

	
DBS Requirement for the role:

	

Not required for the role. 



NB. The information outlined below is the purpose of the post, i.e., why it exists, and the key accountabilities of the post holder and the outcomes required of the post. This is not a list of tasks or duties, as post holders are required to perform any reasonable task within their competence to deliver the stated outcomes

	
Job purpose

	As Customer Experience Resource Planner, you’ll be an integral part of our first point of contact Customer Hub, working within a multi discipline team. 

You’ll be responsible for providing a first-class planning and appointing service, tracking registered orders through to completion ensuring optimum utilisation of the workforce, whilst also providing excellent levels of customer service 

You’ll support our first point of contact Customer Hub, Trade Operatives and all other relevant stakeholders by providing an efficient and effective planning and appointing service, including all administrative functions to support this. 


Our Planning Function support our Customer Hub by 

· Ensuring the customer experience is a positive one by being proactive and ensuring clear and effective communication with internal and external customers and colleagues 
· Supporting continuous service improvements  
· Working cohesively and collaboratively across the trust to maintain high levels of customer experience throughout the customer’s journey. 





	Key Accountabilities

	· Work collaboratively with colleagues within our property services team by taking responsibility for ensuring trade operatives achieve the highest levels of productivity. 
· Resolve potential planning issues using own initiative, by interpreting and applying agreed policies and procedures. 
· Handle incoming contacts and requests in a fast-paced environment, including call handling and complex diary management enquiries. 
· Deliver excellent customer service via multiple channels of communication to customers and colleagues 
· Identifying safeguarding concerns, reacting to immediate risks, signposting, and escalating via Hub and Trust procedures
· Ensure appointments are effectively allocated using the dynamic scheduling resource system. 
· Optimise workload across the workforce and prevent target completion dates being exceeded.  
· Ensure repairs are prioritised effectively, providing support and advice to Customer Hub Ambassadors taking into account health and safety, vulnerability and policy timescales. 
· Provide a comprehensive planning and administration service for empty homes.   
· Responsible for supporting the administration of ‘compliance’ related works (electrical safety checks, gas safety works).   
· Communicate effectively with customers with respect to service delivery or ongoing issues via all contact channels including extending and rescheduling appointments where necessary. 
· Responsible for administering the materials ordering process, including purchase order processing and resolving discrepancies and queries. 
· Log new complaints and service requests.  Handle complaint enquiries, with a view to resolving complaints at the earliest opportunity.  
· Support IT system development and testing prior to upgrades. 
· Achieve individual / team Key Performance Indicators (KPIs)  
· Actively contribute to the development of the Customer Hub service offer including supporting service improvement action plans, benchmarking and process reviews.  
· Act as a Customer Experience Champion by ensuring the provision of excellent quality customer services and building solid relationships across the Trust. 
· Work in partnership with other service areas and agencies to achieve high levels of customer satisfaction
· Support the Trusts Business continuity processes to enable us to maintain continuity of first point of contact services to customers.
· To deliver all work in line with the Trusts GDPR, H&S, Financial and People policies and procedures





Person Specification

	
	Essential
	Desirable

	

Qualifications


	· Educated to GCSE level A-C including Maths and English or equivalent experience in similar role
	· A recognised customer service qualification

· A recognised business administration qualification

	



Skills
	· Able to use own initiative, by interpreting and applying agreed policies and procedures to make decisions

· Able to work in a fast-paced team environment

· Good organisational skills with the ability to prioritise own work

· An ability to set and meet realistic Customer expectations

· Team working and a flexible team player

· Resilient

· Customer focused, kind and helpful

· Customer Service champion

· Creative, positive and demonstrates empathy

· Positive Can-Do attitude  

· Self-starting, self-motivating with a can do attitude

	

	


Experience




	· Experience of working in a fast-paced customer service environment

· Experience of developing strong working relationships with customers and colleagues to ensure an excellent customer experience

· Experience of handling customer enquiries at first point of contact  

	· Experience of delivering customer service via digital platforms

· Experience of housing repairs



	
Knowledge



	· Demonstratable ability to respond effectively and efficiently whilst also being able to actively listen and empathise with customers

· The ability to communicate effectively with customers in a clear and simple manner

· Confident IT and typing skills

	· Knowledge of housing, particularly in relation to housing repairs

· Knowledge of dynamic resource scheduling systems (DRS or equivalent).



I confirm this is the correct accountability profile for my Customer Experience Resource Planner role.
 
Post-holder Name:

Signature: 

Date:  
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