Job Profile: New Homes Care Officer

This Job profile for New Homes Care Officer is for guidance and must be used in conjunction with the Job Capsule for Regeneration and Development, Job Level 3 Zone 2  

[bookmark: _GoBack]Camden Way Category 3, Practitioner and Manager

It is for use during recruitment, setting objectives as part of the performance management process and other people management purposes.  It does not form part of an employee’s contract of employment.


Role Purpose:
The New Homes Customer Care Officer will help to ensure that all new homes are handed over to residents as part of an effective and customer focused aftercare service that will aim to maximise customer satisfaction.  
This role is part of the team which will provide the Camden Community Investment Programme (CIP) with a smooth and seamless handover service for all internal clients and external customers following the purchase of their new home.

The role is to act as an effective interface between the development delivery function of CIP and the internal client (housing management, asset management and sales/marketing). To do this, the role will be required to understand the technical performance of new homes and be competent in diagnosing initial issues/defects when they are reported so as these can be accurately reported back to the contractor.


Example outcomes or objectives that this role will deliver:
To provide a customer focused and effective aftercare service for all newly built homes through the CIP Programme; 

· To provide high quality services to incoming customers through home user demonstrations, defects monitoring and reporting;
· To work with development delivery teams within CIP, to oversee the management of development projects from handover until the end of the defects liability period, playing a key role in the project delivery team during specification sessions and handover preparation meetings;
· To proactively manage responses to complaints arising from poor contractor performance in the resolution of defects, acting as a resident champion in this instance, and look to consult closely with development delivery teams on all technical matters; 
· To achieve a high level customer satisfaction on after sales service, fielding enquiries from the client/end user, tracking and monitoring responses, and inputting into end of project reviews (as part of a full 360 degree review of new schemes handed over by CIP);
· To deal with issues that affect customers and require speedy resolution to ensure efficient delivery of services and results; 
· To liaise with customers from pre-allocation to handover keeping all customers informed of progress towards completion;
· To undertake necessary inspections and customer care visits to resolve enquiries and organise after care visits to new home owners and tenants.


People Management Responsibilities:
This post has no people management responsibilities 


Relationships;
The role’s main contacts outside the core Aftercare team will include: 

Internal: 
· Members of Development, Sales, Marketing and CIP Programme Management teams within the Development Division
· Members of the Camden Customer Services teams Inc. maintenance, housing management, and asset management. 

External: (to include, but not be limited to) 
· Contractor and developer aftercare teams 
· Other consultancy firms including Employers Agents 
· Other representatives from LB Camden’s appointed Contractors 


Work Environment:
Office based with periods of time spent outdoors including visits to building sites that may require wearing protective clothing. 






Technical Knowledge and Experience:

· Background in aftercare/customer care of newly built homes and/or large planned housing maintenance programmes; 
· Knowledge of tenancy management issues;
· Well-developed interpersonal, negotiating and influencing skills, capable of working as part of a large, multi-disciplinary team across a large business; 
· Creative thinker in problem solving and demonstrable ability to deal with a wide range of customers and negotiate / troubleshoot outcomes that can provide solutions for all parties; 
· A desire to offer the highest standards of customer service; 
· Excellent verbal and written communication and presentation skills; 
· Good IT skills in all main Microsoft Software and ability to easily pick up the use of new systems;  
· Willingness to travel and work flexible hours where necessary including evenings and weekends where required. 
· Experience of working with contractors and residents to deliver high quality customer service


Camden Way Five Ways of Working

In order to continue delivering for the people of Camden in the face of ever increasing financial pressure, we need to transform the way we do things. We call this the Camden Way. The Camden Way is a key part of our transformation strategy often referred to as the transformation triangle which links the Camden Plan, the Camden Way and the Financial Strategy together.

The Camden Way illustrates the approach that should underpin everything we do through five ways of working: 
· Deliver for the people of Camden
· Work as one team
· Take pride in getting it right
· Find better ways
· Take personal responsibility 

For further information on the Camden Way please visit:

https://camdengov.referrals.selectminds.com/togetherwearecamden/info/page1 
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