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JOB DESCRIPTION
	Post Title: DMC Business Support Officer

	Department: Assets
	Post No: 001960

	Division/Section: R&M
	Post Grade: 7

	Location: Agile working home and office
	Post Hours: 37

	Special Conditions of Service: Be flexible to suit the needs of the business operation

	Purpose and Objectives of Post: 
To provide effective and comprehensive administrative and business support to the Damp, Mould and Condensation (DMC) service, supporting surveyors, technical officers and managers to ensure a responsive, customer‑focused and compliant service delivery.
The post holder will contribute to the effective management of cases, appointments, data, and customer communication in relation to damp, mould and condensation issues across the housing stock.


	Accountable to: Heads of Service

	Immediately Responsible to: Disrepair & DMC Manager

	Immediately Responsible for: N/A

	Relationships: (Internal and External)
Housing and Assets departments 
Damp, Mould and Condensation Surveyors / Technical Officers 
Repairs and Maintenance teams 
Contractors and sub‑contractors 
Suppliers 
Elected Members 
Tenants and leaseholders 
Other internal stakeholders and partner agencies


	Control of Resources: 
Personal computers and associated equipment 
Computer packages 
Stationery and computer consumables 
Office machinery 

	Duties/Responsibilities: 
· Provide business and administrative support across the Damp, Mould and Condensation service. 
· Monitor and manage DMC-specific generic email inboxes, ensuring enquiries, referrals and complaints are logged, prioritised and allocated appropriately. 
· Update and maintain accurate case notes, actions and outcomes on housing management and asset systems. 
· Assign and track actions for DMC Surveyors and Officers, including booking inspections and follow‑on works. 
· Organise and coordinate appointments with tenants, ensuring clear communication of dates, times and access requirements. 
· Upload inspection reports, survey outcomes, photographs and related documentation onto the housing systems in line with agreed procedures. 
· Liaise with contractors to confirm appointment outcomes, completion of works and follow‑up actions, updating systems accordingly. 
· Maintain electronic filing systems and databases for DMC cases, ensuring records are complete, accurate and auditable. 
· Act as a first point of contact for customers reporting damp, mould or condensation concerns, providing a polite, empathetic and professional customer service via telephone and email. 
· Use initiative and established procedures to resolve queries at first point of contact or escalate complex issues within agreed timescales. 
· Collate and produce data, reports and management information relating to damp, mould and condensation cases, performance, complaints, MP and Councillor enquiries. 
· Support the coordination of responses to complaints, legal disrepair claims, and Ombudsman enquiries relating to DMC issues, including redactions where required. 
· Attend meetings, take notes/actions, and circulate information as required. 
· Deal with internal and external telephone calls appropriately, taking accurate messages and ensuring timely follow‑up. 
· Provide general administrative support to ensure the smooth day‑to‑day running of the Damp, Mould and Condensation service.


	Where an employee is asked to undertake duties other than those specified directly in his/her job description, such duties shall be discussed with the employee concerned who may have his/her Trade Union Representative present if so desired. (See paragraph 203 of supplemental Conditions of Service)

	Job Description prepared by:
	Sign: 
	Date:

	Agreed correct by Postholder: 
	Sign:
	Date:

	Agreed correct by Supervisor/Manager:
	Sign:
	Date:
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DIRECT WORKS
REPAIRS ADMINISTRATOR
	SHORT LISTING CRITERIA
	ESSENTIAL
	DESIRABLE

	
	
	

	Sufficient literacy and numeracy to undertake the tasks and duties of the role
	
	

	Working towards NVQ 3 in Business Administration or able to demonstrate equivalent experience
	
	

	Experience of using computer packages for word-processing, spreadsheets, databases and researching information.
	
	

	Ability to complete tasks to deadlines, re-prioritising own work if necessary
	
	

	Experience of using the internet and sending/receiving e-mails
	
	

	Experience of following financial procedures
	
	

	Experience of completing tasks to deadlines, re-prioritising own work if necessary
	
	

	Experience of team-working to work effectively with others and meet deadlines and goals
	
	

	Customer service skills to deliver polite, courteous and efficient service to colleagues, partners and service users
	
	

	Produce work to required standards with little close supervision
	
	

	Experience of undertaking a range of administration/ clerical tasks.
	
	


CRITERIA FOR INTERVIEW AND OTHER ASSESSMENT METHODS
The short-listing criteria listed plus the following:
	ASSESSMENT
METHOD
	CRITERIA

	
	

	
	

	
	

	
	

	
	


