PTIVA Job Description

Role title Scheduler Directorate | Property Services
& Asset
Management

Level Colleague Department | Direct Services

Accountable to Direct Repairs Service Manager

Accountable for: | Financial: Estimated budget — N/A
People: No. of direct reports — N/A

No. within team/department — N/A

Job purpose:

e To oversee the maintenance scheduling diary

e To work with the Property Administration and Customer Services Team to ensure
repairs are diagnosed and scheduled correctly.

e To be the first point of contact for scheduling enquiries. Liaising directly with all
internal and external customers to solve problems using standard procedures in a
timely, efficient and effective manner.

Principal accountabilities:

1 | Act as the key leader for specific patches within the Scheduling Diary. Liaise directly
with residents and operatives to book new appointments or follow on works and
ensure that works are diagnosed and scheduled correctly to achieve a first time fix
target and to improve productivity.

2 Manage the repairs raised and administer any scheduling changes to the diary,
identifying training needs within the Property Administration team and CSC and
keeping residents updated.

3 | Deal with resident queries in relation to repairs that are escalated to the Direct Services
admin team.

4 | Work closely with the Lead Technicians to ensure all repairs raised are attended to
within the Service Level Agreements and KPI'S are met.

5 Have control over appointments with residents and Contractors/DLO and ensure that
these are met with the assistance of the Property Administration Team.
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6 | Oversee all urgent and emergency jobs to ensure works are raised and completed by
the Property Administration team, within target and relevant databases updated.

7 | To ensure that any dealings with residents and stakeholders are professional, friendly
and effective.

8 Ensure compliance with Optivo’s financial procedures are followed for all jobs
authorized and invoiced and that the average cost per property is in line with
forecasted budget.

10 | Ensure maintenance procedures are up to date and are implemented and being
followed by the CSC and the Property Administration Team.

11 | Undertake any other duties requested reasonably

Person specification:

Knowledge

e Qualified to GCSE/O’Level standard or similar
e Good numeracy and literacy

e Experience of scheduling work in a maintenance environment and can
demonstrate.

e Experience of delivering a front line, customer focussed service
e Experience of working in a housing management or maintenance environment.

e Experience of working on an inner city, multi-cultural environment and working
closely with tenants

e Good interpersonal skills and the ability to communicate well.

e Good interpersonal skills and the ability to communicate well with staff,
managers, and external agencies and other Associations both verbally and in
writing

e A good understanding of office practice and procedures and application of
Information Technology

Abilities

e Able to plan and prioritise to ensure the effective use of own time and that of
other staff, and the delivery of work plans to timetable, often under pressure

e Able to form and maintain good working relationships at all levels, both
internally and externally.

e Able to show an understanding of, and commitment to, high standards in:
resident involvement, equal opportunities and customer care.

Optivo Behaviours:

Our People Behaviours are central to our culture. They provide a common language we
can all use in our work.

Leading self — makes things happen, gets the job done, takes personal action
Leading others — manages, coaches and facilitates to ensure delivery through others

Leading the way — takes responsibility for driving direction, seeing the bigger picture, taking
colleagues with them
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