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JOB DESCRIPTION

	1.	JOB DETAILS
	

		Job Title:
	Repair and Void Team Leader

		Location:
	Hybrid

		Team/Directorate:
	Asset Management

		Responsible To:
	Repairs and Voids Coordinator

		Responsible For:
	Repairs Advisors (approx. 8)

	Indirectly Responsible For:
	None




	2.	JOB PURPOSE
	



To deliver the Reactive Repairs and Voids function of the organisation to ensure an efficient and effective service is provided with excellent customer service. Monitor and report on key performance indicators, in line with procedure. To support and develop the team of Repairs Advisors in line with Hanover’s people management procedures.

	3.1	KEY RESULT AREAS / PRINCIPAL DUTIES AND RESPONSIBILITIES


[bookmark: _Hlk104283960]
3.1	Main Duties and Responsibilities

· Support delivery of the strategic objectives of both Asset Management and Hanover.
· Deliver the reactive repairs and voids service proactively promoting excellent customer service as set out in our target timescales and general customer service requirements.
· Monitor the reactive repairs and voids processes undertaken by the Repairs Team proactively to minimise variations promoting excellent budget control, ensure works are accurately recorded to facilitate right first time and support the team to use additional technical advice when required. 
· Update and check data, ensuring information held on any database is accurate and up to date, producing KPI data as and when required and identifying, in liaison with the Repairs and Customer Safety Manager, any actions required to improve performance. 
· Deliver excellent opportunities for customer feedback on the repairs service, carry out analysis in liaison with the Repairs and Voids Coordinator to ensure any required improvements are actioned.
· Lead, motivate and manage the team of Repairs Advisor to provide an excellent service suited to current and future organisational needs with excellent customer service.
· Monitor contractors’ performance ensuring a high standard of work is provided at all times and to work with the Repairs and Voids Coordinator to ensure any performance issues are dealt with in a timely manner and a solution created.
· Liaise with other employees involved in the void process, ensuring void turnaround times are kept to a minimum and within our required target timescales.
· Deal with any complex reactive or void repair jobs, escalating any which are of highly technical or costly nature to the appropriate staff/manager. 
· Manage any complaints relating to the reactive repair or voids service in a timely manner and in line with our customer service standards. Ensure all responses are within the required target timescale and completed to a satisfactory conclusion.  To coordinate any required actions/lessons learned to ensure a reduction in complaints relating to the service.
· Assist in the monitoring of the repairs and voids budget ensuring that all jobs provide value for money.  Highlighting any issues to your line manager.
· Monitor contractor variations, limiting these were possible. Monitor and approve payments for all reactive and void works in a timely fashion, ensuring that any financial regulations and procedures are always followed.
· Ensure repair and void recharges are promptly actioned and maintained and that all colleagues involved in the process are kept up to date. 
· Assist the Repairs and Voids Coordinator to ensure that there is a full suite of policies and procedures around the repairs and void functions, that these are implemented and monitored. 
· Deliver the checks on all contractors to ensure that they meet the required standards for onboarding and continual health & safety and insurance requirements. 
· Manage formal processes for your direct reports by working in partnering with the HR team and conducting investigations or hearing disciplinaries and appeals, where required, to ensure an impartial, prompt, and confidential approach is taken and fair outcomes are delivered, in line with employment legislation, best practice, and HR policies and procedures.

3.2 	Key Relationships – Internal & External

Internal
· Repairs Advisors
· Repairs and Voids Coordinator 
· Head of Repairs and Compliance
· Development Managers
· Housing Officers
· Operations Managers
· Regional Maintenance Managers
· Investment Project Managers

External
· Contractors
· Customers

3.3	Health & Safety

· Ensure that Health and Safety guidelines and fire regulations are strictly adhered to.
· Comply with safe working practices as defined by Hanover.
· Complete online training as and when required.
· Take reasonable care for your own health and safety and that of others who may be affected by acts or omissions at work.
· Report any accidents, incidents or near misses as soon as reasonably practicable.
3.4 	General

· Be aware of and always adhere to Hanover’s policies and procedures.
· Take part in performance reviews and one to one meetings with your manager throughout the year.
· Cooperate with other Hanover departments to achieve good outcomes for our customers, colleagues, and contractors.
· Attend training courses and complete online training modules as required to meet the requirements of the post.
· Take responsibility for own personal development, seeking out opportunities to learn new skills.
· Undertake any other duties as requested by management which are reasonably deemed to be within the scope of the role or necessary for the smooth running of the business.
· Be an ambassador of Hanover’s values and behaviours at all times and demonstrate high levels of integrity in the course of your duties.

3.5 		Other

· Always apply Hanover’s values and behaviours to every aspect of the role
· Protect and enhance the interests and reputation of Hanover internally and externally. 
· Act as a role model and always treat colleagues and customers with integrity and respect.
· Comply with Hanover’s Code of Conduct.


REPAIR AND VOID TEAM LEADER 
Person Specification

	
CRITERIA

	ESSENTIAL
	DESIRABLE

	Qualifications and specific training

	Higher or equivalent education

	

	Experience
	Experience in leading repairs services and/or managing a high‑performing call‑handling team

	

	Knowledge

	Knowledge of defects/repairs, voids/re-lets procedures and understanding of planned maintenance programming.

Knowledge of key performance indicators for reactive repairs and data required for the Annual Return of the Charter

	Health and safety knowledge and skill to supervise workplace by means of conducting hazard and risk assessments. 

Understand purpose of method statements and health and safety duties required of Association and contractors respectively


	Skills
	Good listening skills and ability to establish the purpose and detail of exchanged information, particularly via telephone.

Employee supervision skills, including appraisal, to ensure that team members are well motivated, competent to operate effectively and achieve required standards of performance

Able to organise employee team and other resources to meet workload and resolve immediate and short term issues on own initiative.

Ability to manage and monitor spend against budgets.

Able to research and provide data for management reports.

Administrative skills to ensure systematic collation, recording and monitoring of data

Able to organise staff and other resources to meet workload and resolve immediate and short-term issues on own initiative

Basic computer skills, including experience using Microsoft Windows, word-processing & e-mail and the ability to understand and use corporate data management systems.

	

	Personal attributes

	Key Behavioural requirements within role.

Aligned to Hanover Values:
· Respect
· Accountability 
· Collaboration
· Inclusion

	




Job Description and Person Specification Agreement:


The above job description is not exhaustive but an indication of the duties the post holder may undertake and will be subject to review.
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