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Maintenance Officer 

	Job Title: 
	Maintenance Officer

	Employer: 
	Harbour Homes

	Responsible To:
	Neighbourhood Team Leader 

	JD Last Reviewed
	November 2025

	JD Last Evaluated
	November 2021



Key Metrics
	· Monitoring and accounting for budgets of up to £1.2 million, including a £350,000K voids budget




Job Purpose
	The primary purpose of this role is to manage and deliver high quality Reactive and Void Repair services for the Association.
The role holder will ensure that all maintenance activities are completed safely, efficiently and in compliance with contractual, regulatory and legislative requirements.  The role holder will effectively delivery of the following technical/specialist functions:
· Reactive repairs contractor management
· Void contract management
· Minor Insurance claims management
· Office maintenance management




CORE AREAS OF WORK & KEY ACCOUNTABILITIES/RESPONSIBILTIIES 

	Core Area of Work
	Key Accountabilities/Responsibilities (you will be held accountable for) 

	Reactive and Repairs contract Management
	· Monitor contractor performance to ensure full compliance with Reactive Repairs and Void Maintenance contracts and service level agreements
· Undertake property inspections to verify standards and identify properties requiring inclusion in planned maintenance programmes.
· Ensure accurate and timely recording of all reactive repair information in the housing management system.
· Ensure compliance with the Association’s damp and mould policies and wider regulatory guidance.
· Produce clear and accurate work specifications and issue promptly to contractors.
· Provide accurate information and data for performance and management reporting.

	Complaint Management
	· Respond to repair-related complaints in line with regulatory and organisational requirements
· Support Team Leaders in managing escalated (Stage 2) complaints, ensuring learning is captured to drive continuous improvement.

	Minor Insurance Works Management
	· Record all minor insurance claims with the Association’s insurers in accordance with their requirements and procedures.
· Monitor reinstatement works to ensure they are completed to specification and in line with insurance and internal standards.

	Budget Management
	· Ensure allocated budgets are managed effectively.

	Policy Management
	· Contribute to the review and development of maintenance-related policies and procedures.

	Health and Safety
Management
	· Taking reasonable care of the health and safety of themselves and others, in accordance with the organisation’s policies and procedures.  
· Ensure the Associations obligations as Client under CDM2015 are discharged for reactive repairs works.

	Digital Transformation
	· Champion the use of MRI Housing Software
· Assist in the development and continuous. improvement of core business IT systems to ensure they meet the business needs.

	Partnership Working
	· Represent the Association effectively at external meetings, networks, and forums as required.

	Tenant and Customer Participation
	· Encourage and support opportunities for tenants and customers to influence and shape maintenance services and performance improvement initiatives.




Key contacts/Stakeholder Management
	Internal: Team Leads, Repairs Team, Assets, Finance, H&S, IT, Customer Services.

External: Contractors, Operatives, Tenants, Insurers, Compliance Bodies.



	COMPREHENSIVE PERSON SPECIFICATION
MAINTENANCE OFFICER

	KNOWLEDGE:

	Knowledge of the technical aspects of housing construction

	Knowledge of legislative and regulatory requirements associated with the provision of a reactive maintenance service

	Knowledge of repairs contract management and contract compliance

	Knowledge of implementing schedule of rates in relation to reactive repair maintenance contracts

	Knowledge of operating a core IT contact management and repairs maintenance systems

	Knowledge of relevant Health and Safety legislation and the implications for the Association

	Knowledge of the repairs requirements in the Housing (Scotland) Act 2014

	Understanding of the Tenements (Scotland) Act 2014

	Understanding of project management techniques and systems

	Understanding of the contract procurement processes. 

	Understanding of asset management principles in social housing

	

	ABILITIES/COMPETENCIES

	Personal Effectiveness

	Able to positively challenge at all levels of the organisation.

	Well-developed communication skills with the ability to present in a positive and persuasive manner

	Ability to build and sustain effective working relationships

	Ability to build and sustain effective working relationships with both internal and external stakeholders

	

	Functional/Technical

	Excellent organisational skills, able to plan own work and deliver to targets

	Excellent communication skills (oral and written), able to draft clear, detailed but succinct records and letters

	Able to interpret policy/procedures to resolve problems

	Able to work as part of a team contributing to team discussion and overall team performance

	Able to comment on process and recommend improvements.

	Able to communicate assertively particularly when in pressured situations

	Able to use Microsoft Word, Outlook, Teams and Excel effectively

	Able to use MRI Management System

	

	PERSONAL ATTRIBUTES:

	Passionate about delivery of excellent customer service and follows principle of getting it right first time.

	Can effectively organise prioritise and manage multiple projects with different activities, at different stages.

	Inquisitive mind that follows problems through to their conclusion.

	A flexible and adaptable approach interested in continuous improvement of the service.

	Ability to work independently and as part of a team.

	Self-motivated.

	Takes personal responsibility for decisions and actions.

	Committed to living the values of the Association.

	

	TRACK RECORD/EXPERIENCE 

	Experience (typically 3+ years) working in a technical role in housing construction

	Experience (typically 3+ years) of successfully delivering a reactive repairs service preferably in a social housing environment.

	Experience (typically 3+ years) of effectively dealing with customer repair queries preferably in a social housing environment.

	Experience (typically 2+ years) of analysing repairs data and producing information for management.

	Experience (typically 2+ year) of using a computer based integrated customer management and repairs system.



	EDUCATIONAL ATTAINMENT/ QUALIFICATIONS

	Scottish Credit & Qualifications Framework Level 7 (HNC SQA Advanced Higher) in a construction related discipline.

	

	OTHER REQUIREMENTS FOR THE ROLE

	Access to a vehicle for work purposes

	Full driving licence
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