A Day in the Life of …. A Customer Service Advisor
1. What made you want to work in the role of Customer Service Advisor?

I was very keen to join NSHousing as it was known before 1st August 2011, not least due to the positive reputation and organisational ethos that really stood out.  The job role itself seemed interesting, varied and I liked that I would make a real difference to the lives of tenants by ensuring they receive a first rate service when they contact us.  The package was also attractive, as well as the office location in Portishead, as I only live 20 minutes away.

2. What is a typical day like for you? 
We start at 8:45am by logging into the phones.  There are four of us within the Customer Services Team, plus our Team Leader, and we answer calls from tenants, as well as colleagues and organisations that was liaise with, such as the Council’s HomeChoice Team, Social Services and the NHS.  We could be dealing with anything up to 200 calls a day including taking rent payments, advising on the status of rent accounts, logging anti-social behaviour complaints, sending out vacation forms, direct debit forms and updating the garage waiting list.  We also have administrative duties such as updating tenants details on our database, inputting new tenants ‘census forms’ and replying to letters and emails.  We finish at 5pm Monday to Thursday and 4:30pm on a Friday and there will always be at least two of us on the phone in working hours.  We aim to deal with 80% of queries at first point of contact, but if we cannot we can always take message for our colleagues, which we follow up to make sure people are called back, as a major part of our role.
3. What do you enjoy most about your job? 
The thing I most enjoy about my job is the variety of talking to a wide range of people with wide ranging enquiries and as well as working in the Customer Service Team we have had opportunities to work on the Repairs Hotline, which was very fast paced.  We get on fantastically as a team, and have good relationships with both colleagues and tenants.  We have undertaken training from various departments, completed an NVQ in Customer Service as well as online training courses in order to provide the best customer service that we can to not only our tenants, but colleagues also.  I am looking forward to ‘shadowing’ other colleagues in the organisation in order to get a feel for what they do on a daily basis, as well as getting involved with taking on more duties in 2012.
4. What do you find challenging in your job?
It can sometimes be challenging if tenants have had a bad experience previously to let them know that we are here to help and that we will make sure they are called back and we will deliver on what we say we will.  Initially there was a degree of apprehension from colleagues about what we are here to do, but everything seems to be working very well now and we are getting stronger, as a team.
5. Why would you recommend Alliance Homes to someone looking for a job?
I consider Alliance Homes to be a market leader within the social housing field; as well as being dedicated to tenants’ well-being we also invest a huge amount in the upkeep of our properties, which is proven by the recent solar panel project and the upgrading of kitchens and bathrooms currently being rolled out.  Everyone here has a common purpose and seems to be driven by strong ethical principles and ultimately cares, about our tenants and each other.  I find the working environment to be very supportive and nurturing, there are many ‘little perks’ to working here, such as being allowed study leave if you are pursing external qualifications, free parking, Indian head massage and reflexology sessions.  Alliance Homes also seems to be an organisation that is growing and one which people do not leave very often – which speaks volumes!  
