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DESIGNATION:

1. JOB PURPOSE:
1. To provide a seamless and proactive neighbourhood advice function, delivering a range of front line housing services as we transform Lancaster West into a model estate for the 21st Century
through a multi-million-pound refurbishment co-designed with residents, and ensure Grenfell
Housing Services delivers the very best housing management service to the survivors and bereaved.
2. To support the development and delivery of multi-channel services including face-to-face,
telephone, email, webchat and social media direct message, ensuring pace, empathy and proactive
customers updates are provided across a full range of housing and neighbourhood services.
3. To ensure effective administration required, working effectively with the wider Lancaster West
Neighbourhood Team and Grenfell Housing Services, ensuring council policies, performance
standards and customer satisfaction requirements are met.

2. DESCRIPTION OF DUTIES:
1. Responsible for managing the front-line email, face-to-face and telephone service used by all
residents and managing the LWNT reception area. This will include, but not limited to, queries
regarding tenancy accounts, repairs, and a full range of other enquiries concerning the blocks and
properties we manage.
2. Acknowledge, respond and coordinate emails, cases and tasks received into CRM queues to
individual officers, ensuring quick and high-quality responses are provided to residents
3. To help monitor Councillor, MP and complaint enquires onto CRM and assign to the relevant
officers to investigate to ensure deadlines are met.
4. Support the Customer Experience Manager with complaint investigations, and to ensure that
complaint cases are updated on CRM and relevant reporting is shared with colleagues.
5. Assist the Customer Experience Manager with learning from complaints and supporting service
areas to make service improvements.
6. Assist the Customer Experience Manager with collating the relevant data for Freedom of
Information and Subject Access requests.
7. To manage all platforms of communication such as Instagram, Facebook messenger, mailboxes
and webchat.
8. Liaise with the Repair Operations Manager, Repairs Manager and Repairs Coordinators in order
to ensure a smooth customer experience for our residents who are reporting repairs or seeking
progress updates.
9. To support the Customer Experience Manager with the office management of the units at the
Baseline Studios, including stationery orders, facilities management and ensuring offices are
organised and effective workplaces.

10. Championing pilot projects alongside colleagues from other departments to improve the
services we deliver to our residents.
11. Support the Grenfell Housing Services, Neighbourhood Management, Community Development
and Property Services in a full range of administration and project support tasks as and when
necessary.
12. Develop and maintain appropriate administrative and support systems. Assist with the delivery
of project work as and when required.
13. Assist with record keeping of meetings. This may include some evening meetings as directed by
the Customer Experience Manager
14. Provide a caring and professional customer experience at point of contact at all times.
15. To continuously think of and explore innovative ways of gathering feedback from residents to
improve satisfaction and the quality of service.
16. Support residents in accessing services provided by the Council and other relevant statutory
and voluntary bodies (for example, the NHS).
17. Any other similar duties.

SELECTION CRITERIA/PERSON SPECIFICATION
Conditions to Note:
Candidates:
When completing your application form, please address your answers directly to each of the
selection criteria below. This enables the panel to assess your ability to meet each criterion. It is
essential that you give at least one example of your ability to meet each of the four Values and
Behaviours: Putting Communities First, Respect, Integrity and Working Together.
Recruiting Managers:
The following values and behaviours are essential criteria in each post and must be addressed
directly by candidates. The Guidance Notes on values and behaviours for managers give example
questions to probe candidates in the interview and application stages of the recruitment process.

Values & Behaviours
The Royal Borough of Kensington and Chelsea has identified four key behaviours and values that
should be demonstrated by all council employees. Successful candidates will show the ability to

meet these behaviours. Candidates applying for managerial/leadership roles should also
demonstrate two additional leadership behaviours.
.
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