POST TITLE:

POST NUMBER:

GRADE:

RESPONSIBLE TO:

RESPONSIBLE FOR:

LIAISON WITH:

JOB DESCRIPTION

DISTRICT COUNCIL

Technical Support Team Leader
HB66

F

Customer Manager

Supporting and assisting the Customer Manager and
Repairs & Disrepair Manager by implementing technical
support and Responsive Repairs property programme. To
provide day to day supervision and guidance to the
technical support team

Colleagues within Housing Services. External contractor’s
management and trades people. Residents, Members of
the Public, Elected Members, Service Managers, Trade
Bodies and Associations

KEY CORPORATE ACCOUNTABILITIES:

1. To assist the Customer Manager and Repairs & Disrepair Manager in the
implementation of the authority’s responsive repairs works and tenant technical

support.

2. To assist the Customer Manager and Repairs & Disrepair Manager with the provision
of budgets and estimates.

3. Represent the Customer Manager and Responsive Repairs Manager in their

absence.

KEY SERVICE ACCOUNTABILITIES:

1. Lead by example in delivering an excellent customer experience, ensuring that all
aspects of the repairs and technical support service are accessible, responsive, and
focused on achieving the best possible outcomes for tenants.



2. To provide technical advice and guidance to the Technical Support team and on all
aspects of these processes.

3. To supervise and monitor the performance of the Technical Support team.

4. Liaise closely with the Customer Manager, Repairs & Disrepair Manager and other
technical staff in the procurement and delivery of technical customer support and
responsive repairs property work regarding resources and available funding.

5. Ensure that all relevant data is recorded on the appropriate databases.

6. To monitor performance of contractors to ensure quality and value for money.

7. When necessary, represent the Council/Business Unit on Working Groups and
Partnership bodies outside normal office hours if necessary.

8. Maintain an up-to-date knowledge of Legislation and Polices and key developments in
the Construction and Housing sector, through continual professional development and
identify opportunities to implement best practice.

OTHER DUTIES:

To deliver services effectively, a degree of flexibility is needed, and the post holder may be
required to perform work not specifically referred to above. Such duties, however, should not
normally exceed those expected of an employee at that grade.

HEALTH AND SAFETY:

The Council has a health and safety policy, which outlines its responsibilities as an employer,
and the responsibilities of its employees in respect of health and safety. All employees need
to be aware of this policy and comply with its content.

RISK MANAGEMENT:

The Council has a Risk Management Strategy, and it is the responsibility of Heads of
Service/Senior Managers to comply with the contents including leading the risk management
process within their service, identifying and managing significant operational risks.

DATA PROTECTION:

It is the responsibility of the Post holder to ensure that the section’s requirements for
compliance with the Data Protection legislation are met.



SAFEGUARDING CHILDREN AND ADULTS AT RISK:

The Council has a Safeguarding Policy, which outlines its responsibilities and the
responsibilities of its employees. All employees need to be aware of this Policy and comply
with the contents.

When considering the duties of this role as part of the most recent Job Evaluation (JE), a
decision was reached using the government DBS Tool that this role is required to hold a
Basic DBS level check. The basis on which this form of DBS is renewed is explained
further within our DBS policy.

MID DEVON DISTRICT COUNCIL’S REQUIRED COMPETENCIES

Our eight core competencies are relative to every role
within Mid Devon District Council. They link to our values
of Pride, Performance, People and Partnerships to support
the delivery of our vision, together with building an
effective, positive and collaborative place to work.

You vndersfand how your role fits with and supports the organisational abjecives. You recogrise the
wider Councils prionities and ansure work 15 i the wider public neads

You seek ouf apporfunities lo creste afective change and suoges! innovalive wheas for improvement
Yow review ways of working. inclughing seeking and providing feedback in @ posilive manner

Yow vse evidence and knowledge lo support accurale decisions and advice, carefully considering
alternalive aplions, impkcation and risks of decisions

Yow deliver service objectives with professional excellence, expertise and efficiency, taking into
account the diverse cusiomer needs and requirements in a fimely maner

You show prde and pagssion for publc senice, cresting and engaging oihers in delvering & shared
vigion, You vabe difference, diversily and molisron, entirmg fmess and apportunry for af
You communicale purpose and dirsction with clanty, integrily and enthusiasm. You respect the
needs responses and opinions of athers

_ You focus on confnuous leaming and development for salf, ofhers and the organrsalion as a wholke

You form effective parinarships and relationships both infarmaly and externaly. fom a rangs of
dwverse backgrounds, sharng informalion, resources and support

Defivering Qually, Value & Pace



https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.gov.uk%2Ffind-out-dbs-check%2Fy&data=05%7C02%7Csweston%40middevon.gov.uk%7Ca3816bd163ed4371557108ddfa830ee4%7C8ddf22c7b00e442982f6108505d03118%7C0%7C0%7C638942162972356395%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=X756ukrdwA22v9yWc2LOlK%2FoouV8M2OoqNOMJq7Xdpo%3D&reserved=0

The above competencies should be read in conjunction with the listed policies below.
Managerial roles should pay special attention to the expectations of managers as set

out within the staff charter.

The Code of Conduct, The Dignity at Work Policy, The Nolan Principles and

The Staff Charter

PERSON SPECIFICATION

Customer Team Leader

ESSENTIAL

DESIRABLE

Qualifications and
Experience:

e Experience of working in a
customer focused
environment

e Previous supervision and
performance management
experience

e The ability to lead a team to
achieve desired outcomes

e Business Administration
Qualification

e Demonstratable experience of
performance managing staff

¢ Diploma in Management Studies
or working towards.

e Transparent trail of experience in
the housing industry

e Experience of Rethinking
Construction/Best Value
Partnerships, working in Public
Sector Building maintenance

e Environmental monitoring
knowledge

Knowledge and
Expertise:

e Proven knowledge and
understanding of Housing
Maintenance and/or
experience of property and or
construction in the Social
Housing sector

e Proven knowledge of Awaab’s
law and the obligations around
this.

e Understanding of the ‘Decent
Homes Standard’

e Equality & Diversity assessments

e Knowledge of Housing
Management software




ESSENTIAL

DESIRABLE

e Proven knowledge and
understanding of “Tenant
Satisfaction Measures’

Skills:
e Excellent written and oral
communication skills, such as
report writing
e Able to plan or prioritise
effectively
o Able to use a wide range of
computer software including
Excel and Word
¢ Understanding of Housing
Environmental & Energy
management related issues
Personal Committed to equality of e Actively consults and listens to
Attributes: opportunity and understanding of others

diversity issues

Shows determination to reach
targets and objectives

Able to organise resources to
achieve goals

Demonstrates commitment to
Customer Services in all activities
Communicates regularly and
openly and able to handle
pressure

Resilient and able to work to
conflicting deadlines
Self-Motivated

Positive attitude to change
Responsive and supportive to the
team and colleagues

Diplomatic and confidential

e Networks and builds effective

working relationships




ESSENTIAL

DESIRABLE

Special
Requirements:

e Understands and is committed to
organisational and service
improvement.

e Demonstrates drive and
determination

e Flexible approach to the
requirements of the job

e Full Driving Licence and the ability
to attend site visits.

Seeks ways to continuously
improve and learn.

Date: February 2026






