L&Q Group
	Role title
	Technical Administrator – Direct Maintenance
	Date
	Aug 2019

	Reports to Title
	DM Operational Support Team Leader
	Version
	

	Responsibility for End Results

	To provide relevant technical administrative support to the direct maintenance business, typically including acting as a point of contact for internal and external customers and other stakeholders.


	Key Responsibilities / Deliverables:

	Main Accountabilities:  List in order of priority, the major activities or functions necessary to achieve the job’s end results.  The percentage of time spent on each of these should add up to 100%. (Maximum 200 characters per accountability)


	Time

(%)

	1. To operate in line with the L&Q values and delivering excellent customer service on all contact channels and supporting and contributing to the delivery of operational objectives. Deliver Right First Time experience which drives a customer first culture.
	15%

	2. 100% planning - Assist with planning and scheduling of repairs using a bespoke IT system; fully utilise the resources available and maximise the efficiency of the reactive repairs & maintenance service; managing levels of unallocated orders and FOW orders; the use of subcontractors and minimising spend to control budgets within DM
	15%

	3. Manage number of mailboxes within SLA; providing data and statistical analysis of those; taking ownership of feedback and advice as well as training to other departments on DM relating matters; take active part in ongoing projects relevant to the current workload; constantly looking for improvements and efficiencies and contributing to streamlining of the services. 
	30%

	4. Maintaining D365 for Central Operations department – ownership of resolution within SLA and connecting various parties needed to lead to completion
	15%

	5. Work collaboratively and maintain good relationship with key stakeholders and partners to the DM business and act as a first point of contact for specialists’ contractors, internal L&Q Teams and other external parties to effectively resolve queries in line with procedures and policies.
	15%

	6. Records and Systems – Maintain the necessary relevant Trust records and systems (Arena, DRS,Total, D365), Utilise the correct tools; provide management reports and executing them; adhere to policies, processes and standards
	5%

	7. Manage risks associated with areas under the jobholder’s control and highlight and limit risk when necessary 
	5%


	Financial Responsibility: Enter below any typical revenue, operating or capital budgets for which the role is accountable. - None

	People Responsibility: 
Indicate below the typical number of employees for which the role has supervisory / management responsibility.  If the number varies, indicate an average or a range. 

	
	Direct Reports
	Indirect Reports

	Total Employees
	- MERGEFIELD "DirectReports" 
	- MERGEFIELD "IndirectReports" 

	Please list below any outsourced service providers that are typically managed by the role (e.g. payroll), or any functional / project management responsibilities MERGEFIELD "Outsourced" 


	Knowledge, Skills and Abilities


	Describe the knowledge, skills and abilities required for the job.  Include the need for any academic, vocational or professional qualifications. 

	1.  Demonstrable knowledge/experience of a workforce management and/or telephony systems in a fast paced, customer facing environment – Essential Experience in the Housing Sector/Repairs & Maintenance or similar environment  – Essential  MERGEFIELD "Knowledge" 

	2.  An understanding of Service Level dynamics, resource implications and performance indicators – Essential

	3. Able to demonstrate problem solving and analytical skills - Essential

	4.  Effective communication skills essential and ability to work collaboratively within a team interacting with internal and external customers and stakeholders at all levels - Essential

	5.  Able to demonstrate effective organisational and planning skills - Essential

	6. MS Office suit – Essential. Able to use business systems, e.g. accounting systems, office applications – Essential 

	L&Q Values- Behaviours and actions

	These are our guiding principles.  They describe how we deliver our mission and vision through our behaviours and actions.

	We will build Trust by being open and honest

	I build mutual trust and understanding by being open, honest and respectful to others.

I actively listen to and understand my internal/external customers’ needs and expectations.

I ensure my interactions with others internally and externally are positive and constructive.

	We will take Responsibility, we deliver our promises.

	I make decisions and identify solutions to deliver the best outcome for my internal/external customer.

I display initiative and ownership to deliver against my commitments on time to a high standard.

I generate creative and innovative ideas to contribute to Organisation improvement.

	We will work with Passion, we love what we do.

	I act as an ambassador for L&Q promoting the vision and our objectives in a positive and inspirational way.

I actively participate as a team member working collaboratively with colleagues to achieve mutual goals.

I am proactive and take pride in delivering excellent customer service that strives to exceed customer expectations.

	We will never stop Learning because Change is constant.

	I will openly share my expertise and knowledge with others.

I take responsibility for own learning and will seek opportunities to continuously develop.

I am flexible and can adapting to Change and new ways of working to enable the organisation to meet its objectives.

	We embrace Diversity, everyone has a role to challenge and contribute.

	I recognise and understand the strengths and opportunities of a diverse workforce within L&Q.

I ensure that everyone has fair and equal access to our service 

I respond to the diverse needs and aspirations of my internal/external customer. .

	Other 

	Committed to supporting L&Q’s environmental policy and social mission
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