	GWHA: ROLE PROFILE

	JOB TITLE:
	Relief Facilities Services Operative
	GRADE:
	TAS 2/3

	REPORT TO:          
	Estates Service Officer (Concierge Team Leader)
	DATE COMPLETED:
	DEC 2024

	CORE RESPONSIBILITIES 
Commitment to enhanced customer service through the provision of quality advice, information and support to residents and the community, positively representing GWHA and our Values.  Maintaining comprehensive and accurate records, reporting and administrative systems.  Engaging in effective, appropriate and professional conduct.  Delivering high standards of performance. Day to Day line management through the Concierge Team Leader, routinely reporting to the Facilities Co-ordinator.  Operational responsibility to the Estates and Factoring Manager, then Technical Director, with accountability through the Chief Executive to the Management Committee.


	KEY TASKS: Facilities Operative 
1. Providing effective customer service to those accessing our services. This will include a range of mobile duties and desk-based reception services, visitor engagement, directing telephone calls, monitoring door entry and CCTV. 
2. From one of the 3 sites covered by Concierge Services, undertake a range of facilities duties including but not limited to effective cleaning of common areas, litter picking, and waste management aligning with our processes. 
3. Undertaking security patrols across the sites, ensuring effective security presence, accurate incident monitoring and reporting, including appropriate internal escalation to line managers / summoning appropriate service as required.

4. Act as a point of contact for residents, referring issues to other staff where appropriate. 
5. Positively promote, adopt and shape routine Health & Safety control measures.
6. Out of hours call handling of redirected main switchboard towards our 24/7 service provision. This may include provision of advice and support to residents seeking Emergency Out-of-hours Repairs service, and acting as point of liaison for contractor attendance until repair has been completed.
7. Undertake duties off site out of normal office hours in respect to responding to Fire Alarm panel activation, circulation of posters / flyers related to our services.
8. Liaising with relevant staff and officers regarding customer issues. 
9. Identify common repairs and liaise with relevant teams and contractors to ensure actioned.  
10. Monitoring lock up garages/car parking facilities in support of Estates Service Inspection requirements.
11. Car Park Enforcement - ensuring residents utilising GW parking facilities adhere to GW policies.
12. CCTV playback, clipping and download as directed by policy & procedures.
13. Identify, organise and co-ordinate bulk uplift as required.
14. Minor ad-hoc repair works, as required e.g. unblocking a chute, graffiti removal, change a lock, light bulb etc, turn off a stop cock. Painting of common areas within concierge serviced sites.
15. Providing a basic welfare service for residents including elderly and vulnerable residents. 

16. Ensuring compliance with professional, regulatory, statutory and corporate requirements. 



	SCOPE: Towards 2020/28: Shaping Thriving Communities  

A member of the Concierge / Facilities Team, based in the Estate Services Section of the Technical Division. Actively assisting and supporting the delivery of sustainable tenancies and neighbourhoods, with a focus on Estate Services and the protection of property investment and assets, with flexibility and scope of role to reflect organisational priorities, change, and progress towards 2020/28 vision.  



	COMPETENCIES 
	

	Behaviours
	Positive GW ambassador. Embraces change, committed to continuous improvement/ striving for the best, can do attitude and a proactive approach at all times.

	Customer service
	Embraces a culture of quality, responsive customer service and engagement.

Provides accurate and appropriate advice, information, assistance and support to external and internal customers and stakeholders.

Mitigates complaints through successful service delivery and interaction.

	Team Working
	Proactively engages with others to ensure accurate and comprehensive information is shared.

Actively contributes to, and participates in, team discussions and activities.  

Promotes and engages in positive teamwork, respecting the contribution of others. 

Displays a willingness to assist, support and mentor other members of the Team.   

Highlights issues of importance and keeps team appraised on matters of common interest.
Comfortable with lone working and displays awareness of personal safety and risk.  

Uses initiative and generates ideas.

	Knowledge
	Awareness of the housing sector, its wider environment and the changing role of RSLs.

Appropriate knowledge and specialism to reflect core responsibilities and scope of role. Positively engages with identified training needs towards personal and service development.

	Professionalism
	Operates within the framework of policies and procedures and actively contributes to the review and delivery of same.

Displays willingness and enthusiasm in carrying out responsibilities and tasks.  

Commitment to change, continuous improvement, learning and best practice. 

Awareness of personal strengths and limitations and seeks support, assistance and intervention as appropriate.  

	Interpersonal
	Self motivated, flexible, reliable, adaptable and sociable, demonstrating self-confidence, initiative and drive to ensure common goals are achieved. 
Willing and enthusiastic about outdoor working in all weather conditions.

	Organisational & analytical
	Ability to analyse situations and respond with appropriate action.

Effectively plans and prioritises work to deliver expectations, achieve high quality and strong performance. Ability to analyse and interpret data. Responsive to changing demands.

	Communication & ICT
	Displays confidence and professional rapport with internal and external customers. 

Effective communication, language and incident report writing skills. 
Appropriate professional and formal completion of inspection reports.   
Proficient ICT skills: Outlook, Word, Excel,  open to learning and using new software

	Vision & values
	Embraces and promotes GWHA’s Code Of Conduct and values: Inclusive, Considerate, Accountable, Resourceful, and Ethical; promoting equality, value, diversity and sustainability to Shape Thriving Communities.


