	Job title:
	Disrepair Lead

	Line manager:
	Team Leader

	Grade (if applicable):
	4

	Direct reports:
	n/a
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	Role purpose:

	As a Disrepair Lead within the Repairs Team, you will be an integral part of the delivery of Peabody’s repairs, maintenance and property services. Working within one of our centralised support teams, you will be responsible for the management of disrepair cases, working alongside legal services and operational teams in delivering disrepair works. You will work closely and collaboratively with colleagues, stakeholders and teams across Peabody to ensure we act within the Disrepair Pre-action protocol, deliver a resident led service and work to improve our overall repairs service as a team. 


	Key results:

The wider Repairs Team is responsible for the delivery of all property services across Peabody, including: 

· Day-to-day responsive and major repairs
· Disrepair; damp, mould & condensation; EHO and escalated cases
· Empty Homes / Voids 
· Aids & adaptions
· Planned Preventative Maintenance and proactive case management
· Service delivery for repairs managed through the DPS Marketplace
· Planning for the in-house DLO
· Professional property related services

As a Disrepair Lead, you will: 

· Be supporting our residents and surveying teams in the delivery of the repairs relating to a letter of claim that has been submitted by a resident.
· Manage disrepair cases in line with the Legal Disrepair Protocol;
· Liaise with solicitors and residents to resolve outstanding repair /claims through to resolution;
· Liaise and assist the contractors in completing repairs to a high standard, including visiting residents at their homes;
· Work closely with legal services, panel solicitors, operational and customer teams to ensure effective communication and liaison arrangements are followed;
· Attend regional meetings or focus days to maintain good relationships in a region and cases are reviewed in person as required;
· Ensure the provision of excellent customer service and experience to all stakeholders to maximise customer satisfaction;
· Advise and support our residents in resolving their queries and issues, ensuring that their expectations are managed and proactive resolutions are identified;
· Manage enquires and requests for service via the telephone, teams and emails that come from internal and external customers;
· Ensure our residents are regularly and clearly communicated with, kept up to date on progress and their expectations managed, either directly or through their legal representative;
· Work in collaboration with other departments to ensure that a seamless service is delivered to and that key performance indicators are met;
· Ensure suitable filing and recording systems are in place, and that information is accessible for all;
· Promote good office and IT ‘housekeeping’ throughout the department;
· Undertake any other reasonable duties as required by the Heads of Service or their nominees, which may include working outside normal working hours;
· Assist in identifying trends and improvements that will improve the service to our stakeholders.


	Success metrics:

· Achieve the set number of case resolutions per month
· Achieve minimum monthly quality audit scores
· High levels of satisfaction across stakeholders for services provided
· Excellent case management evidenced on our central CRM system
· Reduction in disrepair and escalated case volumes


	About you:

You will be:

· Accountable, responsible and motivated to do the right thing; 
· A problem solver, able to work independently at pace and under pressure, but with a strong ability for being flexible and working as a team;
· A customer service champion with the passion and drive for providing a great service for our residents
· You will be organised, with the ability to prioritise your time to suit the needs of the team or the resident.
· Positive and able to build strong working relationships with key stakeholders 

You will have:

· Excellent understanding of disrepair case management and the pre-action protocol; 
· Ability to work independently, exercising good initiative and judgement;
· Excellent written and verbal communication skills able to present information to all levels of stakeholders;
· Proven time management and prioritisation skills;
· Proven experience and ability to deliver excellent customer care and valuing diversity;
· Excellent attention to detail and ability to work on a variety of tasks simultaneously, moving from one task to another quickly;
· Able to deal with a range of difficult problems and exploring alternative options to resolve the problem;
· Ability to work under pressure and meet deadlines and targets;
· Demonstrable experience in a role which has required good admin skills, including keyboard, telephone, IT and experience of working with databases;
· Experience in dealing with a wide range of people including clients, staff, contractors and external agencies;
· Experienced IT skills which must include a high proficiency in Microsoft Excel;
· Experience in diary management and appointment scheduling;
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