	
Contact Centre Advisor (Pitsea, SS13)

Department: Contact Centre & Complaints
Reports to: Team Leader 
Direct Reports: None

Salary: Grade 5
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	Role purpose:


	As a Contact Centre Advisor, you will be the first point of contact for Peabody Residents, providing professional support and guidance across a range of channels including phone, email, web chat, and written correspondence. Whether based in the Voice or Triage team, your role is central to delivering excellent customer service and ensuring residents receive timely, effective responses to their enquiries and concerns.

In the Voice team, you’ll focus on resolving household enquiries related to repairs and property maintenance, aiming for first-time resolution. You’ll work closely with residents to ensure they have access to the right services, handling routine enquiries from leaseholders and supporting the Neighbourhood Management team in delivering high-quality housing and estate management services.

In the Triage team, your responsibilities will centre around assessing and directing resident complaints in line with the 2024 Housing Ombudsman Complaint Handling Code. You’ll log, prioritise, and route complaints to the appropriate teams, while identifying and supporting vulnerable residents throughout the resolution process. Your empathetic and professional approach will be key to maintaining positive relationships and ensuring regulatory compliance.


	Key Responsibilities:
· Provide clear, accurate advice and support to residents across multiple contact channels
· Handle routine maintenance enquiries and support estate management services (Voice team)
· Assess, log, and triage complaints, ensuring appropriate resolution pathways (Triage team)
· Ensure compliance with the 2024 Housing Ombudsman Complaint Handling Code
· Identify and support vulnerable residents throughout the complaints process
· Maintain accurate records in the CRM system, meeting audit and regulatory standards
· Collaborate with internal teams including Neighbourhood Management, Complaint Investigators, Resident Resolution, and Wellbeing
· Communicate proactively with residents, offering timely updates and resolutions
· Contribute to team and individual performance targets


	Success metrics:

· First Contact Resolution: Percentage of resident inquiries resolved on the first interaction (across all channels).
· Response Times: Timely responses and resolutions of resident enquiries in adherence to SLAs.
· Resident Satisfaction: High resident satisfaction and good feedback on support provided. 
· Effective Resolutions: Effective solutions provided for issues raised.


	About you:

Experience:
· Proven experience in a similar role within a contact centre or customer service environment.
· Experience in a social housing or similar public sector service environment (preferred).

Skills and Abilities:
· Excellent communication skills, both verbal and written, across telephone and digital platforms.
· Organisational and time management skills, with the ability to deliver against SLAs.
· Proficient in CRM systems, contact centre software (Genesys), and digital communication tools.
· Excellent knowledge of the Housing Ombudsman Complaint Handling Code.

Personal Attributes:
· Customer-focused: Passionate about delivering excellent resident service and improving the resident experience.
· Adaptable and flexible, able to operate in a dynamic environment with competing priorities.
· Resilient and composed, particularly when managing escalated or complex resident issues.
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