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Job Description Form

Customer Service Officer
Position Details

Position Number: 


Generic
Classification: 


Level 2
Award / Agreement:

PSA 1992 / PSCA 2019
Organisational Unit: 
Commercial Operations / Housing Maintenance Contract Performance
Location: 
Metropolitan Area

Classification Evaluation Date: 


JDF Review Date: 




Reporting Relationships

This position reports to:

Various
Positions Under Direct Supervision:

This position has no subordinates. 
About the Department
The Department of Communities’ mandate is fundamentally about providing pathways to individual, family and community wellbeing. The Department’s direction centres on building safe, strong, secure and inclusive communities that empower individuals and families across Western Australia to lead fulfilling lives.

The Department’s functions and services include disability services; child protection and family support; social and affordable housing; youth justice; community initiatives and remote regional services reform. 

The Department provides the opportunity to implement client centred services within a single outcome based framework across community services in Western Australia. This framework also provides for a specific focus on delivering integrated, place based services, recognising that community and individual needs vary significantly between metropolitan and regional communities.  

The Department promotes diversity and embraces a high standard of equal opportunity, health and safety, and ethical practice. All employees are required to comply with relevant safety procedures/guidelines and equal opportunity principles at all times.

Role Statement
The position is responsible for the provision of customer service associated with the Housing Authority’s owned and leased properties.  The position ensures ongoing communication with a diverse group of stakeholders, including tenants, contractors, and departmental staff face-to-face, by phone and in writing, to ensure that a customer focussed service is delivered.  

Housing Maintenance Contract Performance sits within the Service Delivery business area which manages approximately 39,000 tenancies across the State. Government Regional Officers Housing (GROH), Community Housing (rental housing managed by local government or non-government not-for-profit organisations) and Bond Assistance (interest-free loans to obtain accommodation in the private rental market) fall under the Service Delivery division, with close links to Aboriginal Housing.  The Housing Authority also has a strong focus on providing home ownership opportunities to public housing tenants.
Duties and Responsibilities

1.
Service Delivery

1.1
Determine client needs through open and closed questioning, negotiation and problem solving.

1.2
Receive and assess requests for maintenance and dispatches work to trades contractors.
1.3
Carry out quick and accurate data input and retrieval of information from departmental information systems while ensuring client confidentiality standards and processes are adhered to.

2.
Liaison & Communication
2.1
Communicate with internal and external stakeholders on all aspects of Housing Maintenance works.
2.2
Liaise with client agencies in the delivery of service and products on their behalf or to their staff.
3.
Administrative Support
3.1
Prepare reports and correspondence on outcomes and discussions arising from customer contact.
3.2
Contribute to the efficient operation of the Housing Maintenance Contract Performance by undertaking a range of administrative duties such as updating databases, document management, filing and correspondence, raising purchase orders and performing accounts payable and receivable functions.
3.4
Assist Housing Maintenance management as required.
4.
Other
4.1
Carry out a range of other duties which may include relieving in other roles and at other branches as required.
4.2
Apply equal opportunity, Occupational Health & Safety, and ethical principles and practices in all aspects of the role.
4.3
Perform other duties as required. 

Essential Work-Related Requirements (Selection Criteria)

1.
Take pride in delivering outstanding service to customers every time.

2.
Ability to proactively solve problems by developing solutions to meet client needs. 

3.
Ability to gather and clearly communicate important information in writing, over the phone and face-to-face, sometimes in challenging circumstances.

4.
Is flexible and ready, willing and able to take on a range of tasks and learn them quickly.

5.
Ability to work effectively within a team.

6.
Good computer skills which includes the use of all Microsoft programs.
Desirable Work-Related Requirements (Selection Criteria)

Essential Eligibility Requirements / Special Appointment Requirements 

1.
Appointment is subject to a satisfactory National Police Clearance.

2.
Possession of a current Western Australian 'C' or 'C-A' Class Driver’s Licence or equivalent, and the ability to travel in response to organisational needs.  This requirement continues for the duration of employment in this position and from time to time production of the licence may be required upon request by the Department. 

Delegate Certification

HR Registration

__________________________________________________________________________

Page 1 of 4
__________________________________________________________________________

Customer Service Officer, Generic, Level 2
Page 4 of 4

