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	Working at BHA

	At BHA we want to make every customer contact count. To do this, we will empower our front-line team to deliver a co-ordinated and connected service, supported by a back-office function that is efficient, flexible, and responsive. Our goal is to remove admin and streamline processes so that the front-line team can do more of what really matters – connecting with our residents and delivering the services they are responsible for.
 
Our vision is to create sustainable homes and thriving communities. We want to create places where people feel they belong and thrive. At the heart of this is our role in providing a safe, warm, affordable and secure home. We will deliver on our purpose by being a trusted landlord, known for providing great services and well-cared for and sustainable homes; by empowering residents to support their own communities to thrive; by being connected and open to ideas; and by putting residents at our heart.

Our culture is about the shared values, beliefs and behaviours that determine how we do things, then the ways and systems of working that help to get those things done. Our values aim to put customers at our heart and provide the foundation for the culture of our organisation and how we work.

Our three strategic ambitions provide a framework for how we will deliver our vision and bring about long-lasting change for our residents and communities - We Connect, We Build, and We Anticipate.


	Your Role

	The Repairs Coordinator is a vital role within BHA. You will have a key role in making sure homes are well maintained and repairs are carried out quickly and to a high standard, relet quickly and to a high standard and supporting health and safety compliance. As part of the Customer Lead team, you will be the first point of contact for tenants, providing excellent customer service across a range of housing-related issues. 
Your key responsibilities include to:

· As part of our front-facing Customer Lead team, provide excellent customer service to our residents whatever their query may be 
· Deliver an effective responsive and proactive repairs service, ensuring that repairs are done on time, to budget and to a high standard 
· Build strong relationships with contractors, managing contracts effectively and delivering value for money, quality and resident satisfaction  
· Play a key role in making sure homes are relet quickly, and to a high standard
· Support health and safety compliance by supporting access, keeping records up to date   
· Work with the Operations Team to manage complaints relating to repairs, minimising complaints and disrepair claims 
· Own repair data, making sure it is up-to-date, accurate and that invoices are processed quickly 

	
Your Outcomes

	Your success in this role will be measured against the Key Performance Indicators and Tenant Satisfaction Measures as set out in the attached matrix and by: 

· Repairs completed on time, right first time, with high tenant satisfaction 
· Effective management of disrepair and DMC cases, minimising risk and impact
· Void turnaround targets consistently met; relets meet the BHA Voids Standard 
· Collection and analysing of tenant satisfaction on repairs 
· Manage disrepair and DMC cases within guidelines and timescales, working with the housing team to spot and manage impacts on residents 
· Repairs budgets are met, with accurate coding and support for budget control and recharges 
· Working with the Head of Contracts & Compliance, 100% compliance with health and safety requirements, supported by strong data and access coordination 
· Working with the Head of Contracts & Compliance, a well-managed contractor pool, with strong relationships and effective workload distribution
· Positive resident feedback, driven by clear communication and proactive issue resolution


	The BHA Way 

	Your role is as much about how you do it as it is about what you do. We expect everyone to demonstrate our shared values and behaviours and work in the ‘BHA Way’:
· Take responsibility for picking up issues and concerns even though it might not be your direct area of operation
· Learn from complaints, contribute to responses and seek to continually improve your service to residents, including taking very opportunity to seek residents’ views 
· Be open to change, work efficiently, and look for ways to streamline processes
· Own the data in your systems, identify gaps and look for trends
· Operate admin processes swiftly and efficiently, work with back-office teams to meet reporting deadlines
· Keep up to date with changes in legislation, standards and good practice mandatory training and work towards professional development goals
· Work within BHA’s policies at all times, keeping up to date with changes
· Respond to queries, be a team-player, write reports and undertake any other duties as required 


	Your will need to demonstrate these behaviours: 
	You will need these skills, experience and qualifications:

	Behaviours:
· Strong communication skills and commitment to customer service, with a can-do approach, and the ability to spot and head off issues before they become complaints  
· Ability to organise own workload, with effective time management skills and the flexibility to prioritise and switch between tasks
· Able to work unsupervised and able to work as part of a team. 
· Have an innovative approach, looking for opportunities to improve and enhance BHA services and estates 
· Have empathy and able to listen to our residents, understand their needs and respond appropriately
· Good problem-solving skills and apply judgement confidently
· A rigorous approach to data integrity and quality and maintaining a strong control environment
· Being the visible face of BHA on and around estates 
	Skills:
· Sound working knowledge of Microsoft 365
· Sound working knowledge of Omniledger 
· Sound working knowledge of XTag 

Experience:
· Working in a housing or support setting 

Qualifications:
· Level 4 qualification in Housing or Housing Maintenance 
· Or a commitment to work towards this qualification within 12 months 



	NB: This role has a minimum requirement to be on-site at least three days a week and to attend training, meetings and other corporate events on site as necessary. 
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