
                JOB DESCRIPTION 
 
 

 
Job Title:                           Customer Services Advisor  
Department:                      Customer Services 
Location:                           AVELA Homeservice Office Matchworks 
Reports to:                        Customer Services Team Leader 
Responsible for:               N/A 
 
Summary of overall job purpose 
 
To deliver high quality, professional and responsive, front line customer focused 
service to meet customer expectations and KPI’s in the delivery of repairs. To 
maximise operative diaries and maintain high levels of customer satisfaction. 
 
The post holder will be responsible for dealing with all customer enquiries, either by 
phone, email, or web in relation to AVELA; focusing on repairs and maintenance. They 
will deliver a high quality repairs service that meets the individual needs of all 
customers and wherever possible, will resolve enquires at first point of contact.  
 

Location 
 
AVELA Homeservice Office, The Matchworks, Garston, Liverpool 
 
Acceptable experience & training 
 

• Experience of working in a Contact Centre environment 

• Experience of taking customer calls or emails and actioning repairs reported 

• Experience of planning, allocating and scheduling repair work for operatives 
to maximise efficiency and keeping the customer informed at all times.   

• Experience of completing works orders in a timely manner, produce invoices 
for payment, and assist cash flow 

• Experience of dealing with Customer complaints and being able to resolve at 
first point of contact  

• I.T. literate with the ability to use scheduling job management systems, Client 
housing management systems and Microsoft Office 365. 

• Good standard of secondary education (Desirable) 

• Excellent communicator both written & verbally 

• Background in housing repairs would be highly desirable 
 
Key responsibilities 
 
 
1. To be the first point of contact for customers to report repairs either by phone or 

email. This will involve booking appointments for works to be completed in line 
with current KPI’s 

2. Dealing with informal complaints and as far as possible resolving issues at first 
point of contact 



3. To assist the Repairs Planner with the allocation of work to a team of Operatives 
providing day to day, void and planned works 

4. To maintain a comprehensive knowledge of and work to a high standard on 
Orchard Housing, Job Logic and Opti-Time Systems. 

5. To liaise with operatives on a daily basis and deal with absence or queries on 
available and unavailable appointment slots logging information into Opt-time, 
Job Logic and Teemseer HR system 

6. To be responsible for undertaking daily diary scheduling for numerous 
Operatives and repairs on the Opti-Time system, ensuring that all appointments 
are deployed in a timely manner to the operative’s PDA 

7. To deal with all unavailable appointments by the re-organisation of work to other 
Operatives and negotiation with Customers as required. 

8. To be competent in the use of Opti-Time,Job Logic, Orchard Housing, Microsoft 
Office 365, and any additional technology for the control and delivery of daily 
works 

9. To liaise with Operatives by telephone throughout the day, to ensure that all 
appointments and target dates are met and KPI’s are achieved. 

10. To create and maintain good working relationships with all repair delivery staff 
11. To deal on a daily basis with emergency repairs, non-appointed repairs, 

variations, follow-on repairs, cancelled and suspended repairs. Ensuring the 
total database is updated accordingly. 

12. To receive back completed repairs from each Operative on a daily basis, making 
sure they match with the information entered onto the system the previous day. 
This will also involve costing the repairs, updating the operative’s timesheet if 
necessary, and then completing the repair on the system and sending completed 
repair to client for invoicing. 

13. To carry out regular telephone quality assurance checks on Operative’s repairs 
and report back on findings. 

14. To have full knowledge and ability to deal with enquiries relating to repairs. 
15. To deputise in the absence of the Repairs Team Leader. 
16. To help provide an excellent customer service by being an effective team 

member. 
17. To establish, develop and maintain effective working relationships with all 

colleagues, contractors and partner agencies to ensure a “one team approach” 
to the delivery of performance standards and business objectives. 

18. To ensure all computerised systems are used effectively to help process 
customer enquiries. 

19. To carry out all duties with due regard to the provisions of Health and Safety 
Legislation. 

20. To undertake any other tasks and duties within the scope and grade of the post. 
 

 
No job description can cover every duty which may arise. The job holder is expected 
to carry out other duties from time to time. 
 
Signed by post holder………………………………………………………………… 
 
Signed by Manager………………………………………………………………… 
 
Date……………………………………… 


