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ROLE PROFILE

	Function
	Customer Service

	Job Title
	Maintenance Operative

	Grade
	C4
	

	Reporting Lines
	Reports to
	Head of Customer Service

	
	Direct Reports
	N/A



	Role Purpose
To support the Customer Service Team in delivering an exceptional experience for our customers by resolving issues and defects promptly and professionally.

Key Responsibilities
· Carry out general maintenance and repairs on new-build properties, including carpentry, basic plumbing, decorating, and other internal and external works as directed by the Customer Service Team.
· Maintain accurate records of work completed, including time spent, scope of tasks, and materials used.
· Ensure all work is completed safely, following best practices and current legislation.
· Request and plan materials effectively to complete tasks efficiently, minimising waste.
· Communicate clearly and courteously with customers, keeping them informed about the nature and duration of works, arranging appointments, and ensuring commitments are met.
· Represent the company positively by delivering work to a high standard and maintaining a professional approach at all times.
· Work collaboratively with colleagues to ensure smooth operations and excellent customer outcomes.
· Comply with all company Health & Safety policies and procedures.

Knowledge, Skills & Experience
· Formal training or proven experience in carpentry, basic plumbing, decorating, and general maintenance.
· Previous experience in a similar role is desirable.
· Strong communication and customer service skills.
· Ability to work independently and manage time effectively.
· A full, clean UK driving licence is essential.

What Success Looks Like
· Customers feel informed, respected, and satisfied with the service provided.
· Repairs and maintenance are completed on time, to a high standard, and with minimal disruption.
· Accurate records are maintained, enabling clear reporting and accountability.
· Health & Safety standards are consistently upheld.
· Positive feedback is received from customers and colleagues, reinforcing the company’s reputation for quality and professionalism.
· Materials and resources are used efficiently, reducing waste and costs.
· Trustpilot and social media reviews reflect high levels of customer satisfaction, with positive comments about communication, professionalism, and quality of work.
· Customer complaints are resolved quickly and effectively, turning potential negative experiences into positive outcomes.




	[bookmark: _Hlk208482577]Our Key Pillars 

	Customer Focus
	
· Every decision we make revolves around delighting our customers

	Passion for Building
	
· We approach each project with unwavering enthusiasm

	Sustainability
	
· Understanding our environmental footprint by incorporating eco-friendly practice and materials into our communities

	Lasting Community
	
· We create communities with a sense of belonging and a legacy for generations to come

	Belief in Better
	
· We are committed to delivering homes that are the definition of excellence
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