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The role is to efficiently administer planning programmes to provide high quality information and to support the Assets Investment Planning team in delivering a high-quality service.
Working closely with internal and external customers to maximise efficiencies in service delivery ensure great customer service and key performance indicators are achieved. 
What are my key responsibilities?
Ensure programmes are planned to work closely with teams to optimise capacity to ensure KPI’s are achieved.   
To raise day to day repairs, Building Surveying tasks, Housing related issues and referrals for planned works programmes. 
Act as the first point of contact for internal and external enquiries, providing timely resolutions, delivering excellent customer service, including managing customer enquiries and aiding with no access to customers homes.
Liaise with customers and colleagues by telephone (or other media) throughout the day, to ensure that all appointments and target dates are met and Key Performance Indicator targets achieved.
Information gathering via site visits and system interrogation.
Monitor and respond to tasks allocated to the Asset Planning tasks box. 
Plan letters ahead to ensure customers are informed of their appointments and update Asset Management system. 
Supporting with no access cases, and where no contact has been established, attempting to contact the customer and booking in the appointment directly. 
Work with other departments to support access for hard to reach properties, Asset Delivery, Compliance and Housing.    
Ensure all relevant systems are maintained are updated in a timely manner and are accurate. 
To be able to work with data and programmes, update statuses, interpret data and be able to monitor and report on progress of programmes.  
To understand Decent Homes and Energy Agenda and how we use our data to build programmes - this will support first line interventions from internal departments and customers. 
Provide administrative support to the Asset Investment Planning management team to covering a wide range of work streams.
To provide assistance in preparing detailed reports though various systems.  
To assist with file capturing and recording to ensuring that we remain compliant with our regulatory requirements.
Deliver against Key Performance Indicators and individual targets.
To carry out any other duties commensurate with the grade of the post as may be considered appropriate.  
Relationships

There is no supervisory/management responsibility attached to this post.
You will report to the Energy Performance Manager
You will be expected to work collaboratively with the wider Asset Planning Team, Asset Investment Delivery Team, Housing Team and Contact Centre and the wider organisation. 
Externally, you will be required to liaise with customers.
Role Requirements: 
· A good knowledge and understanding of planning appointments.  

· A qualification at Level 2 in English and Maths or equivalent.
· Experience working within an assets/ maintenance function.

· Good Microsoft Office skills (Outlook, Word and Excel).
· Strong evidence of producing statistical information and reports using computerised and manual systems.
· Experience of working with Asset Management Information Systems 

· Experience of the planning, control and monitoring of Programmes 
· Experience dealing with customers and challenge where necessary in a calm and respectful manner. 
· The ability to work as part of a team as well as on your own initiative.
· Strong attention to detail and analytical skills.
· Experience of providing support to a number of people within a team environment.

· Excellent administration and organisational skills
You will enjoy working in a busy, fast paced environment, being highly organised and able to deal with a variety of tasks at any one time. You’ll be able to work on your own initiative as well as working collaboratively to cover peaks and troughs in workload. 
As well as being able to work at pace, you’ll have an eye for detail and enjoy following process to ensure programme compliance.
You’ll have excellent communication skills, being able to work well as a team and challenge where required. 

The role has a hybrid approach to a mixture of home and office work with flexible working required to meet the demands of the service to optimise customer booking flexibility is required outside of core hours. Your manager will advise you in advance when the team is required to start and finish work. Your normal start and finish times may be varied from time to time at the discretion of your manager. You may be required to work additional hours, in accordance with operational requirements. 
whg’s values and behaviours

At whg we have an ambitious aim to be an exceptional place to work that attracts, develops and retains talent. 
We recognise that our success as a business depends largely on the quality and commitment of our colleagues; our values set out in our 2030 plan identify the behaviours that we expect all colleagues to display at whg.
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	Trustworthy

You can rely on us. We are honest in everything we do.
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	Respectful

Valuing people and treating everyone with empathy and fairness.



	[image: image3.png]



	Accountable

Taking responsibility for our actions and owning the delivery of our promises.
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	Collaborative

Achieving great things by working together.
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	Excellent

Striving to be the best and delivering the best outcomes for customers and the organisation.




Please note that this job description is not part of a Contract of Employment nor can it be exhaustive.  It is a guide to the tasks and responsibilities envisaged for the post and, as such, will change and evolve to reflect the changing needs of whg.
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