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MUIR GROUP HOUSING ASSOCIATION LIMITED

JOB TITLE:                      
Administrative Assistant
DEPARTMENT:              
Customer Services Team
RESPONSIBLE TO        
Customer Services Team Leader
RESPONSIBLE FOR:
No staff Responsibilities

OVERALL RESPONSIBILITIES OF THE POSITION

To provide effective and efficient administrative support to enable the Customer Services Team to deliver a wide range of services on the behalf of the Association in accordance with Muir Group’s customer service standards
To deal with reception, telephone, email and website enquiries and correspondence from internal and external customers in accordance with Muir Group’s customer service standards.
You will be responsible for the effective supply and distribution of stationery and Association literature supplies for all area offices.
KEY ACHIEVEMENT AREAS

1. Process incoming mail for the Association, including distribution, scanning and filing, using appropriate computer systems 
2. Assist with processing outgoing mail, including maintenance of franking machine and postal stationery 
3. Respond to inbound telephone, email and website enquiries from internal and external customers effectively to assist the Customer Services Team in meeting customer demand for services

4. Receive visitors at Helsby reception and ensure that their enquiries are dealt with effectively or referred to the appropriate member of staff

5. To order and maintain sufficient stationery and Association literature stock levels at Helsby Area Office and co-ordinate effective distribution to area offices 
6. Maintain Helsby Area office meeting room diary and order catering for meetings as required
7. Collate and issue housing, and anti-social behaviour, and other service packs to internal and external customers as required

8. Assist with the computer processing of housing applications and maintain effective filing systems for applications and associated paperwork

9. Ensure that sufficient stocks of Association literature and other appropriate leaflets are displayed appropriately within Helsby Area Office reception area

10.  Assist with customer satisfaction project work, including conducting outbound telephone satisfaction surveys on behalf of the Association as required

11.  Assist the Customer Services Team Leader in maintaining effective information files within the Association’s intranet system

12.  Assist the Customer Services Team Leader with all aspects of administration work on behalf of the Customer Services Team 
13.  Ensure that the Association’s Equality and Diversity Policy is fully implemented at all times
14. To undertake any other reasonable duty, appropriate to this post, as required to ensure that the Association delivers services in accordance with agreed standards
August 2010 
Diane McLellan

Customer Services Manager

