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Property Maintenance Project Coordinator

	Team  - Property Services
	Team responsibility -  N/a

	Manager – Scheduling Team Leader
	Budget responsibility – N/a

	Directorate  – Customer Experience 
	Job grade - 3

	Location – Northallerton 
	

	Stakeholders – Customers, Colleagues, Suppliers, Contractors and Communities



Role Purpose: 
	
Working as part of the Property Services Team in a fast-paced working environment, responsible for the co-ordination of operational resources to ensure efficient, customer focussed, cost effective services.

Support the Property Services Management Team to achieve key performance indicators and objectives, in line with the Association’s policies and procedures.




Organisational Structure
	



Main responsibilities:
	Coordinating an effective Scheduling and Resource Management

	· To operate the scheduling system and co-ordinate the work programming to ensure maximum efficiency and effective delivery of the Property Services operational teams, and adhere to critical Compliance Policies and time constraints
· Responsible for operative diaries, taking decisions on the deployment of resource including handling over and under capacity and manage process exceptions such as changes to the repairs order requirements, work content, no access, follow-on works operative unavailability including all leave and planning for vehicle servicing and repairs.
· To liaise with suppliers on the ordering and delivery of materials and the expected supply dates.
· To work within the Company service definition and guidelines in respect of work allocation and arrangement & delivery of services.

What does success look like? 
Scheduling system runs smoothly, maximising efficiency and minimising downtime for operatives, ensuring colleagues are deployed effectively, with minimal delays or missed appointments, with the right work schedules, information, equipment and materials to carry out a first-time resolution.
 
Performance targets are consistently met, and risks are proactively managed.  System improvements are implemented successfully, enhancing operational capability.


	Colleague Collaboration, Customer Focus and Communication

	· Communicate with customers and resolve complex customer enquiries in relation to all aspects of repairs and maintenance, focussing on providing great customer experience, and ensure the accurate capture of data and customer contacts in relevant systems, to ensure a clear audit trail. 
· Work collaboratively with other teams such as empty homes and planned teams, to reallocate resources as required to meet business need.
· To assist in the resolution of complaints and proactively assess and analyse works scheduled to identify areas where action is required to avoid complaints occurring in the Property Services Team and identify areas for improvement.
· Develop and maintain excellent working relationships with external contractors, third parties, other departments and stakeholders.
· To represent the Property Services Team, attend meetings and act as a champion for a service area, to forge and maintain excellent working relationships with that service area and through information sharing and knowledge gained facilitate high levels of first point of contact resolution for that service and excellent customer experience.

What does success look like?
Customers receive timely, clear communication and issues are resolved promptly. Complaints are avoided through proactive management and process improvements. Satisfaction scores remain high, with feedback used to drive service enhancements. The team is recognised for delivering a positive, customer-focused experience.


	Operational Support, Health Safety and Compliance 

	· Interpret and analyse jobs to proactively ensure first time fix where possible.  This would include ensuring that the team have the resources they need, that all foreseeable staff safety issues have been identified, and risk to the association is minimised.  
· Coordinate complex works and projects in accordance with technical briefs, co-ordinating and prioritising and working proactively with key internal and external customers, contractors and suppliers as required. 
· Provide support for the operational teams including the materials management process, performing advance checks to ensure the repairs service is customer focussed and cost effective. 
· Ensure that the workforce is deployed in a safe manner, following all guidance, policies and procedures and liaising with colleagues where necessary.
· Undertake other duties as allocated, consistent with the responsibilities of the post.

What does success look like?
Repairs and projects are completed on time, within budget, and to quality standards. First-time fix rates are high, reducing repeat visits and improving efficiency. Materials are available when needed, avoiding delays and extra costs. Collaboration across teams ensures smooth operations and resource optimisation.

The organisation is compliant with all legislation through the procedures and policies in place, as a result of the high quality delivery of work by the postholder.


	Systems Development  

	· To contribute to the definition/scoping and implementation of the electronic scheduling system. Identify system improvements and areas for future development.  Undertake the operation of the scheduling system to include all preparatory testing for upgrade to systems or the setting up of new providers/colleagues.
· Identify performance trends, risks and opportunities to improve efficiency, providing supporting information for planning resource requirements, performance and data over the short, medium and long term to the Property Services Management Team for any required actions to be determined.

What does success look like?
Trends are identified from data to implement system updates to the scheduling system, using information gathered to drive forward continuous improvements, working closely with the Scheduling Team Leader to implement changes when required.


	Data Monitoring and Evaluation  

	· Identify performance trends, risks and opportunities to improve efficiency, providing supporting information for planning resource requirements, performance and data over the short, medium and long term to the Property Services Management Team for any required actions to be determined.
· Work with the Property Services Management Team to monitor and achieve specified performance targets ensuring the general housekeeping of orders, jobs, queues to ensure accurate reporting and reduction of risk.
· To record, analyse and disseminate satisfaction feedback received through various contact channels. Contact customers where satisfaction levels are not met to ensure positive resolution and identify any improvements.

What does success look like?
Performance data is collated to be able to identify opportunities for improvement to the customer experience. They will provide insight and recommendations to the Scheduling Team Leader to agree appropriate actions to put in place ways to drive continuous improvements.  


	General  

	· To comply with Broadacres policies, procedures and code of conduct. 
· To ensure all work undertaken and services provided are in compliance with the data protection legislation. 
· Comply at all times with all organisational policies and relevant legislation including Data Protection, Equality & Diversity, Health & Safety and Financial regulations. 
· To carry out any other duties consistent with the level of responsibilities of the post as may from time to time be required. 
· Promote and demonstrate commitment to equality, inclusion and diversity ensuring BHA develops and promotes positive practices in all its customer activities. 
· Embrace and promote the corporate plan, mission, vision, values and conduct of the association. 

What does success look like? 
An effective colleague. The role holder fully embraces the corporate strategy and values, regularly communicates Broadacres’ performance and progress with teams, ensures that operational processes and practices are complied with and inspires colleagues to deliver great customer experience. 
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Property Maintenance Project Coordinator
Person Specification
	Job Requirements
	Essential
	Desirable
	[bookmark: Experience]Method of Identifying Criteria

	Experience 
	· Demonstrable experience working in a high pressure, fast paced environment.
· Demonstrable working in a planning or coordinating role 
· Demonstrable working in a customer focused environment 
	· Working in the social housing or property maintenance sector.

· Supporting teams with a diverse range of functions.

	Application form 

Interview
(may include presentation where appropriate)

	Skills -
	· Effective communicator, able to demonstrate excellent verbal and written communication. 
· Advanced ICT skills with the ability to use Microsoft Office, including Word and Excel 
· Ability to plan and organise resources, confidently make decisions and work to agreed timescales to meet targets using own initiative 
· Excellent problem-solving and organisational skills.
· Ability to work collaboratively with colleagues and other departments to achieve the aspirations of the organisation. 
· Project coordination or equivalent transferable skills
	
	Application form 

Interview
(may include presentation or occupational test where appropriate)

	Knowledge - 
	· Demonstrable experience working in a high pressure, fast paced environment.
· Demonstrable working in a planning or coordinating role 
· Demonstrable working in a customer focused environment
	· Working in the social housing or property maintenance sector.

· Supporting teams with a diverse range of functions.

	[bookmark: IP]Application form 

Interview
(may include presentation where appropriate)

	Special Requirements
	

· Willing and able to work outside normal office hours. 
· Current driving licence 
 
	Ability to diagnose maintenance problems and identify solutions across all trades.


Scheduling or appointment systems 

	Application form 

Interview
(may include presentation or occupational test where appropriate)

	Qualifications
	
· 5 GCSE’ (Maths and English) or equivalent

	Business Administration qualification
 
Project management qualification
	Application form 






Broadacres Values 
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Scheduling Team Leader


Property Maintenance Project Coordinators
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