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Welcome 
Thank you for your interest in the post of Customer Service Advisor at Barrhead Housing.
I am grateful every day to be part of a strong local community housing association. We work at the heart of communities in Barrhead and across East Renfrewshire. The team here is dedicated and enthusiastic, and we have an outstanding Governing Board.
For 40 years we have played a pivotal role in our community. We provide high quality homes, deliver great services and build meaningful local partnerships for our tenants and customers.  Our Barrhead Housing 2030 Strategy sets out our vision to be here for our communities, be human in everything we do, and lead the way in improving the places people live.

The role of the Customer Service Advisor sits within our Customer Services team. This vacancy has arisen due to a temporary internal promotion, and it is a key role in delivering services to our customers. The successful candidate will help us deliver a high-quality experience for all our customers.
We are looking for an enthusiastic and motivated individual who will provide valuable support within the ​Customer Services​ Team.  The postholder will play a key role in ensuring the continued and growing success of Barrhead Housing. If you are excited about this role but may not have all the essential or desirable skills, please come back to us and share what you can bring to this role that would make you successful. We look forward to hearing from you. 
Lorna Wilson
Chief Executive
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About us

At Barrhead Housing, our purpose is to make a difference.

We are the local community housing association for East Renfrewshire, providing safe, quality homes and supporting people to live happy, healthy and fulfilled lives.

Our values

Our values shape how we work and how we treat people every day:

	RESPECTFUL
	be open, remove barriers, be kind, bring your whole self, celebrate individuality, trust

	ADAPTABLE
	stay connected, be positive, bold and brave

	DEDICATED
	own it, do it, make it happen, do what you say

	ASPIRATIONAL
	love to learn, be curious, take the lead, show pride and passion

	RESPONSIVE
	listen to understand and then do what matters



Our Impact 

We’re proud to be a high-performing, award-winning organisation making a real difference locally.

· We invest in communities, turning every £1 into even more support through partnerships 
· We create social value through programmes, events and local collaboration 
· We continue to grow and innovate, developing new homes and services that meet changing needs.

Our Culture 

We are committed to creating an inclusive workplace where everyone feels welcome, valued and able to be themselves. We actively encourage applications from people of all backgrounds and experiences, and we support flexible ways of working to help people thrive.

We offer sector leading working practices based on trust, collaboration and inclusion.
· Agile working and wellbeing are part of everyday life.
· We were the first organisation to achieve FlexMark accreditation for flexible working.
· We hold Investors in People Gold and are making strong progress towards Platinum.
· Our strong culture is reflected in low turnover, low sickness absence and 90% employee engagement.

We work with trust, collaboration and respect at our core - supporting each other to grow, learn and deliver great services for our communities.

In a recent independent culture audit, team members said:

[Barrhead Housing is] ‘a small housing association making a big impact’.
‘[In other places] when a manager walks in, everyone is quiet.  Whilst here, you’re just yourself’.
‘[We] have a recognition of what better would look like and then plan around that’.
‘You walk through the office, and you’re guaranteed to hear laughter throughout the day’.
‘You just maybe take it for granted sometimes that we all get on so well.  And it is a happy place to work’.

We are now accelerating automation of repetitive tasks and working towards industry leading data governance so our teams can focus more of their time on higher value, people-centred activity. By 2030, Barrhead Housing will be an organisation where employees are highly skilled, engaged and supported, and where digital tools, data and AI work seamlessly in the background to enable excellent customer service.

What it’s like to work here
Here’s how we’d sum up what it’s actually like to work here.
You can be yourself. When a manager walks in, nobody goes quiet. People do their best work when they’re not performing – so we let you bring your whole self, and we mean it.
We’re small enough to know people by name. That’s not a limitation we apologise for; it’s the point. The person in front of you matters more than the process, and the people you work alongside actually know you.
We make change happen. We’re not wedded to the way it’s always been done. We back people to try things – and if something doesn’t work, we’d rather have tried and learned than never tried at all.
We care beyond the front door. Our responsibility doesn’t stop with our tenants. It reaches into the communities they’re part of. If that’s the difference you want your work to make, you’ll be at home here.
We want to know what works. We care deeply – and we’re learning to pair that care with evidence. Knowing what works matters to us as much as caring about it. It’s the direction we’re heading, and we’d love people who want to help us get there.
Equality and diversity 
When we recruit, we look for people who share our values and reflect the diversity of our wider society. We recruit fairly and do not discriminate because of age, disability, gender reassignment, marriage or civil partnership, pregnancy or maternity, race, religion or belief, sex or sexual orientation. We welcome applications from people with a wide range of backgrounds, identities, experiences and perspectives.
Most of our roles come with flexible and hybrid working as standard. We will also consider requests for different working patterns to support carers, parents and those with other needs. And remember, you don’t need to be able to meet every requirement to be a great candidate for our roles. 
If you need any support during the recruitment process, please contact us so we can help.
Disability Confident Interview Guarantee 
As a Disability Confident employer, we guarantee to interview all disabled applicants who meet the minimum criteria for this vacancy.

If you would like to be considered under the Disability Confident interview guarantee, please tell us in your application or contact us before the closing date. Any information you provide will be treated confidentially.
 We are committed to an accessible and inclusive recruitment process. If you need this information in another format or would like to request a reasonable adjustment at any stage, please contact us at recruitment@barrheadha.org.
Developing our team
We are proud to have achieved our Investors in People Gold accreditation. This is given to organisations that demonstrate a clear commitment to the people in our team. Our scores showed 92% employee engagement, and this reflects our strong values, sense of team spirit and commitment to developing people. 
When you work for us, you can access a wide range of learning and development opportunities including courses, conferences and support to achieve a professional membership. As well as your salary, you can access financial benefits like our salary sacrifice pension scheme with generous employer contributions and life assurance cover of four times your salary. We also offer other perks including fruit in the office, electric car salary sacrifice scheme, cycle to work scheme, contributions towards eye care and flu vaccinations, and much more.
Richard, who joined us in April 2023, said “I love working here because of the great teamwork, excellent atmosphere between staff, learning new skills from each other & excellent company vision.”

Further information

· Barrhead Housing 2030 Strategy
· Performance Report 2024-25 
· https://www.barrheadha.org
· Follow us on Facebook
· Join us on Instagram
· Barrhead Housing | LinkedIn



The Role 

Customer Service Advisor (full time, temporary (12 Months), hybrid working)
EVH Grade 5 PA13-16, £31,792-£35,332

We are looking for an enthusiastic, customer-focused individual to join our Customer Services Hub team. This is an exciting opportunity to become part of a high-performing, dynamic team that is at the heart of our organisation, helping us deliver an outstanding customer experience to the communities we serve.

As a Customer Service Advisor, you will play a vital role in providing a modern, efficient, and high-quality service to our customers. Our Hub team is often the first point of contact for customers and is committed to delivering a professional, responsive, and personalised service that consistently exceeds expectations.

Every interaction matters. In this role, you will be responsible for delivering an exceptional customer experience across a wide range of services. Whether customers are reporting a repair, making a service request, seeking advice, providing feedback, or raising a complaint, you will ensure their enquiry is handled professionally, efficiently, and with empathy.

You will be the first point of contact for customers through a variety of channels, including telephone, email, online services, social media, and face-to-face enquiries. You will listen carefully to customers' needs, resolve issues wherever possible, and work collaboratively with colleagues across the organisation to ensure customers receive the right support at the right time.

No two days are ever the same. You will deal with a wide variety of customer enquiries, providing accurate information, coordinating responses, arranging services, and helping customers navigate our services. Your ability to remain calm under pressure, adapt to changing priorities, and maintain a positive attitude will be key to your success.

About You 

You will bring passion, a strong customer focus and a commitment to delivering high-quality services that benefit communities.

You’ll also be:
· Pro-active, motivated and engaged
· Honest, respectful and trustworthy
· Dedicated and care about our purpose and vision
· Reliable and dependable to colleagues and to our customers
· Helpful and an excellent communicator
· Flexible, adaptable and responsible
· A good listener and able to analyse customer requirements
· Informed and analytical – a forward-thinking planner and pragmatic problem solver
· A good team-player and able to work on your own initiative
· Action centred – fostering a ‘can do’ positive culture
· Knowledgeable, accurate and accountable.  



What we offer 
· Temporary (12 months), full-time (35 hours) 
· EVH Grade 5 PA13-16, £31,792-£35,332
· 40 days annual leave (including public holidays) 
· Agile and hybrid working 
· A supportive, inclusive, values‑driven culture 
· The opportunity to shape services that make a real difference every day.

How to apply
[bookmark: _Int_8JT2MwHS]You can find the full recruitment pack here, where you’ll find everything you need to know about the role and what you can expect from Barrhead Housing.
To apply, please send your CV and a cover letter (maximum two pages or 1,000 words) explaining how your skills, experience, and personal approach make you a great fit for the role to recruitment@barrheadha.org 
We want our application process to be accessible. If submitting a CV and written cover letter creates a barrier for you, please contact us to discuss an alternative way to apply. This could include completing the application in another accessible format. Requesting an adjustment will not affect how your application is considered.
When we review applications, we’re looking to understand your experience, skills and what you can bring to the role - so please include clear examples that show how you meet the requirements and why you’re interested in joining us.
We’d also ask you to include:
· Details of two referees (we’ll always ask your permission before contacting them)
· Your notice period.

We welcome applications from people of all backgrounds and experiences. If you’re excited about the role but don’t feel you meet every requirement, we’d still love to hear from you.

Recruitment timeline 
Closing date: Monday 12th October 2026
Shortlisting: Tuesday 13th October 2026
Invite to interview: Thursday 15th October 2026
Interviews: Friday 23rd October 2026
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