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	Job title
	Works/Case Co-Ordinator

	Job number
	
	Grade 
	6HC

	Directorate 
	Repairs 
	Department
	

	Reports to
	Case Team Lead

	Date effective
	



	Purpose

	The Works/Case Co-Ordinator is responsible for managing a caseload of resident cases and works relating to Housing Health and Safety Rating System (HHSRS), Adaptations & Aids (A&A), Damp & Mould (D&M), and complex repairs/minor works.
The role ensures works are managed proactively, safely, and in compliance with regulatory and organisational standards, with a strong focus on resident wellbeing, timely resolution, and high-quality outcomes.
Working closely with the Case Team Lead, the postholder will take ownership of the works from identification through to resolution, acting as a key point of contact for residents and stakeholders while helping to reduce risk, complaints, and repeat issues.



	Key responsibilities/ deliverables

	Case Management & Delivery
· Manage a portfolio of complex housing cases including HHSRS hazards, damp and mould, adaptations, and specialist repairs.
· Take end-to-end ownership of cases, ensuring timely progression, clear action plans, and effective resolution.
· Carry out risk-based assessments and prioritise cases based on severity, vulnerability, and regulatory requirements.
· Coordinate inspections, surveys, and works with internal teams, contractors, and external partners.
· Ensure all works (including minor works and adaptations) are specified, approved, and delivered to required standards.

Resident Engagement
· Act as the main point of contact for residents, providing clear, empathetic, and consistent communication.
· Manage resident expectations, ensuring they are kept informed throughout the lifecycle of their case.
· Support vulnerable residents, ensuring appropriate safeguarding and support measures are in place.
· Work to resolve issues at first point of contact where possible, reducing escalation and complaints.

Compliance & Risk Management
· Ensure all cases comply with relevant legislation and regulatory standards, including HHSRS, Decent Homes Standard, and health & safety requirements.
· Identify and mitigate risks, escalating high-risk or complex cases to the Case Team Lead where appropriate.
· Maintain accurate and auditable case records, ensuring all actions and decisions are documented.
· Support responses to complaints, enquiries, and legal disrepair cases where required.

Collaboration & Stakeholder Management
· Work collaboratively with repairs teams, surveyors, contractors, local authorities, and occupational therapists.
· Support the delivery of A&A cases, ensuring alignment with clinical recommendations and funding requirements.
· Liaise with environmental health and other statutory bodies where HHSRS hazards are identified.
· Contribute to multi-agency working for complex or high-risk cases.



	Line management

	Direct reports: None




	Key internal contacts

	Head of Surveying & Minor Works 
Head of Repairs 
Senior projects Manager – Disrepair & D&M 
Senior Projects Manager – Minor Works & Voids 
Project Delivery Manager – Minor Works 
Supplier Relationship Manager 
Coordinators 
Surveyors 
Customer Services 
Asset Management Team



	Key external contacts

	Repairs and maintenance contractors 
Compliance partners 
Regulatory bodies 
Inspection and surveying partners



	Operating environment/dimensions

	Customer base: Residents across housing stock.

Job persona:                                  Hybrid
Delegated authority limit:	     -
Budget:  	-
DBS level:	                         Basic 

KPIs:
· Timely resolution of cases within agreed SLAs
· Reduction in repeat issues and complaints
· High levels of resident satisfaction
· Compliance with HHSRS and regulatory standards
· Effective risk management and escalation

Mandatory training:
· Regulatory compliance
· Health & Safety
· Safeguarding
· Data protection
· Equality, Diversity & Inclusion




	Qualifications and training
	Essential
(Y)
	Desirable (Y)

	Educated to GCSE level or equivalent in Maths and English (Grades A*- C)
	Y
	


	
	
	

	Knowledge and skills
	
	

	Strong understanding of HHSRS and Aids & Adaptations legislation.
	Y
	

	Knowledge of property compliance, repairs processes and contractor oversight.
	Y
	

	Excellent organisational and communication skills.
	Y
	

	Ability to provide support to vulnerable customers with sensitivity and professionalism.
	Y
	

	
	
	

	Behaviours for success

	[bookmark: _Hlk186723272]Influential
· Drives standards, challenges underperformance, sets direction

	Future focused
· Build sustainable systems, not short-term fixes

	Engaging
· Works across Repairs and Partners to deliver outcomes

	Resilient
· Maintains focus under pressure and complexity

	Performance focused
· Delivery, Accountability and results driven



This job description outlines the main responsibilities and requirements of the job.  Colleagues are expected to comply with reasonable management requests to carry out additional or alternative duties.
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