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	Job Description
	Administration Assistant

	Grade
	EVH Grade 4 PA9-PA12 - £27,068 - £30,610

	Report to
	Corporate Services Manager



	Job Overview
· Provide highest standard of service to visitors and callers to the office
· Provide administrative support to operational teams
· Contribute to continual improvement of services

	Values & Behaviours 

	Staff are expected to conduct themselves in line with the following values;
· Honesty & Integrity
· Openness & Transparency
· High Ethics
· Supportive, Sensitive & Empathetic
· Inclusive & Respectful of individual differences & diversity
We require all staff to demonstrate the following behaviours;
· Putting customers at the heart of everything we do
· Delivering the highest standards of service
· Striving to achieve excellent performance results
· Commitment to ongoing improvement
· Delivering innovative & deliverable solutions
· Providing
· Taking ownership & responsibility for their actions
· Valuing & respecting other views & contributions
· Approachable, welcoming and friendly
· Courteous & consider

	Core Areas of Tasks

	· Reception duties
· Administrative support to all departments
· Corporate Administration support









	Reception Duties

	Deal with customer enquiries and requests for service & direct as appropriate

	Process, record, scan incoming mail

	Distribute incoming mail

	Process outgoing mail

	Maintain visitor’s book

	Co-ordinate meeting room bookings with Concierge

	Manage the corporate email inbox & direct incoming emails as appropriate

	Respond to/pass on messages on answering machine

	Manage & update outgoing messages on answering machine

	Maintain & update reception noticeboard & information leaflets

	Monitor supplies of information leaflets, forms etc

	Assist with the hospitality for visitors and public meetings

	Service Delivery

	Contribute to the development & review of Service Standards

	Contribute to the development & review of policies & procedures applicable to Corporate services

	Contribute to the development & updating of Office Manual

	Assist customers with the completion of housing related forms & applications

	Housing Management Administrative Support

	Assist with the administration of the rent consultation exercise (i.e collation of papers, mailing etc)

	Assist the administration, preparation & distribution of rent increase notifications (i.e collation of papers, mailing etc)

	Manage diary for CAB

	Mutual Exchange Register

	Maintain & update Mutual Exchange Register

	Monitor register & issue review letters

	Remove entries following annual review


	Maintenance Administrative Support

	Issue basic/non-emergency works orders or pass on as appropriate

	Issue repair confirmation via text, email 

	Arrange access for repair/inspection appointments 

	Issue text reminders of repair/inspections appointments 

	Assist in the administration of the Right to Repair Scheme

	In conjunction with the Maintenance Assistant, maintain diary for safety inspections (gas, electrical)

	Assist with the recording, scanning & filing of property safety records (gas, electrical, EPCs)

	Issue repair satisfaction survey via text, email, post as appropriate

	Follow up on repair satisfaction surveys not returned

	Issue keys to contractors & maintain key register 

	Finance Administrative Support

	Assist with the processing of membership applications, issuing of share certificates & maintaining the Membership Register

	Order Stationery

	Take, record & process payments made in the office, via telephone, cheque etc

	Issue receipts for payments received via mail/text/email

	Assist with banking

	Filing and scanning invoices

	Allocations Administrative Support

	Collate & issue application packs

	Provide advice and assistance to applicants to complete application forms passing to Housing Officer as appropriate

	Issue acknowledgment of receipt of application via text, email 

	Scan housing application forms and load onto system

	Deal with initial enquiries from applicants and pass on as appropriate

	Collate new tenant packs

	Assist with review of Waiting List

	Factoring Administrative Support

	Process factoring payments

	Assist with issuing invoices to owners

	Support owners register for Owners Portal 

	Corporate Administrative Support

	Issue papers via email/mail for management board and sub-committee meetings

	Minute taking at full staff meetings 

	Minute taking at Management Board & Sub-Committee meetings as required

	Photocopying & preparing large mailshots

	Assist with the organisation of AGM & other public meetings

	


	Complaints

	Record corporate complaints and pass on to Corporate Services Manager for processing

	Where appropriate, seek front line resolution

	Assist with identifying learning outcomes

	General

	‘Phone rounds’ to maximise feedback on satisfaction/opinion surveys

	‘Phone rounds’ to collate updated household & contact information

	Issue forms for alterations, succession etc

	Issue text reminders of staff visits 

	Support administration of Health & Safety activities

	Support tenants register for tenants’ portal

	Support owners register for Owners Portal 

	Scan & electronically store, papers, files etc

	Contribute to the production of newsletters, updating the website etc

	Maintain records & personal data in line with Data Protection legislation

	Assist with the collation of information, statistics and data for regulatory returns, internal audits, benchmarking exercises etc

	Contribute to the development of service/performance improvement strategies

	Support moves to paperless office by assisting with scanning/archiving documents

	Support moves to paperless office by maximising use of texts, emails

	Assist with issuing customer satisfaction/opinion surveys as appropriate 

	Contribute to the development of a Vulnerable Tenants Register

	Assist with clearing records & files in line with GDPR requirements & the Association’s Document Retention Schedule

	Take bookings & liaise with Caledonian Centre

	Programme key fobs & maintain record of distribution

	Assist with organising tenant/community events

	Manage staff in/out board and implement procedures when staff don’t return to office as noted

	Deal with initial enquiries re: rent account, arrears levels, position on waiting list etc

	Issue payment reminder texts/emails 


	Update system with change of circumstances where no material changes to application

	Issue confirmation of change of circumstances

	Undertake other duties commensurate with the grade as delegated by the CEO and/or Corporate Services Manager
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