
HANOVER JOB DESCRIPTION
	JOB TITLE
	:
	Hanover on Call Customer Service Advisor  


	RESPONSIBLE TO
	:
	Hanover on Call Team Leader


	Line Manages 
	:
	

	PURPOSE OF ROLE
	:
	To provide Hanover on Call services including the Emergency  Alarm and Repair service to service users 

 

	LOCATION
	:
	 Chippenham



INTRODUCTION
Hanover on Call (HOC) is Hanover's in-house emergency alarm call and telecare monitoring service. The service is designed to provide consistently high standards of response 24 hours a day, 365 days a year using Tunstall PNC call centre technology. The HOC team consists of 30+ Customer Service Advisors (CSA) working various hours, Team Leaders and a HOC Manager.

The service is externally audited annually by the Telecare Services Association; and currently provides services to 25,000 service users throughout England, including a number of other housing organisations.
Services include:

· Monitoring alarm calls from resident's properties and communal areas 

· Monitoring communal door entry systems 

· Monitoring smoke detectors and communal fire alarm systems 

· Handling emergency maintenance and repairs when the Estate Manager is not on-site 

· Liaising with care providers and other organisations 

· Regular remote testing of site equipment to quickly identify faults 

PRINCIPAL DUTIES AND RESPONSIBILITIES

1. To deliver the Hanover on Call emergency alarm and repair service.
2. To participate in the 24-hour rota system which may include providing cover as part of the HOC business continuity plan 
3. To act as the first point of contact for service users, to assess each call and take appropriate action in accordance with HOC operational procedures to ensure an effective response
4. To maintain an up to date knowledge of HOC and Hanover’s Policies and Procedures 

5. To ensure that information held on each client is valid and up to date, and make amendments, as necessary, to ensure an effective response.

6. To liaise with other staff and agencies, e.g. Social Workers, Carers, Estate Managers to ensure that HOC is aware of service users needs and is responsive to them.

7. To maintain accurate office records, and perform administration duties relating to the HOC services.

8. To be familiar with service user equipment, both dispersed and group schemes, to facilitate the quick solution of problems where appropriate.

9. To liaise with manufacturers contractors concerning faulty equipment and maintenance issues.

10. To liaise with repairs contractors to ensure an effective service
11. To operate other IT systems within the Hanover as required. 
Other Duties

12. To assist with incoming and outgoing mail, including email, faxes etc

13. To assist in compiling reports of incidents, statistical returns and any other reports that may be required
14. To undertake projects as requested by the Team Leader
15. To attend training, HOC team meetings and Hanover Meetings as required

16. To attend the call centre when required under business continuity procedures.
General Duties:
17. Be aware of the content and comply with Association policies and procedures applicable to the post. 
18. Undertake any other duties in line with the general level of responsibility of the post.
	JOB TITLE:  Hanover on Call Customer Service Advisor


	SPECIFICATIONS
	ESSENTIAL
	PREFERRED

	
	JOB KNOWLEDGE AND SKILLS

Communication:

· Communicates well and takes positive steps to confirm that requests for information are fully satisfied and that information supplied is accurate, comprehensive and easily understood.

Decision Making:

· Analyses problems, seeking relevant information if necessary, balances issues and priorities and implements or recommends solution or course of action.

Delivery:

· Achieves required results within the time available.  Always willing to work within a greater degree of flexibility if requested to do so.

Organisation and Work Planning:

· Shows attention to detail.  

Customer Orientation:

· Demonstrates ability to listen to customers, conveying interest and understanding. Respects legitimacy of customer expectations at all times.

Supports Hanover’s Values

· Honest, straightforward, plain talking, use common sense

· Listening, respectful, inclusive, fair, ethical, responsible

· Connected, committed to “being there” (for residents and each other), accountable

· Courageous, bold, seeks to exceed expectations, challenging, adopt a bias for action

· Adopt a positive attitude, be passionate and proud of all we do, be appreciative (saying ‘thank you’) and have fun.


	√

√

√

√

√

√


	

	
	EDUCATION, QUALIFICATIONS,

SPECIALIST TRAINING

· Good standard of general education
· NVQ in Customer Services or similar
	√


	√



	
	EXPERIENCE

· Good IT skills

· Good administrative/office skills

· Demonstrate the ability to work under pressure with minimal supervision.  To use own initiative in problem solving.
· Previous experience of working in a customer service environment.
· Previous experience of working within a call centre 

	√

√

√

√


	√



	· 
	OTHER REQUIREMENTS

· Satisfactory Enhanced CRB
· Flexible approach to providing cover for sickness, holidays, weekends, nights and annual leave
· Committed to working within a team and demonstrate an understanding of the pressures and problems of team work 


	√
√
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