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	Job Title
	Customer Service Advisor (Temporary 12 Months)

	Department
	Customer Hub (Customer Services)

	Reports to
	Customer Service Team Leader

	Grade
	EVH Grade 5 (£31,792-£35,332)

	Hours
	35 hours per week



Purpose of the role

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.
The post holder will be expected to deliver their duties in line with our stated values. Our values are central to what we do and how we do it. They incorporate the importance that we place on people, services and quality.

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
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Core Tasks
· Deliver an exceptional first point of contact experience for all customers of Barrhead Housing and its subsidiary, Vesta by Barrhead Housing.
· Professionally manage customer enquiries, service requests and transactions through customers' preferred communication channels, including face-to-face, telephone, email, SMS, webchat, chatbot, customer portal and social media.
· Support customers to successfully complete their online housing options journey, processing applications and providing guidance and assistance where required.
· Use the Housing Management System to raise repair requests, monitor progress and provide timely updates to customers, liaising effectively with colleagues and contractors to ensure a seamless service.
· Resolve customer enquiries at the earliest opportunity, taking ownership of issues and ensuring positive customer outcomes.
Support Tasks
· Coordinate and administer the complaints process, maintaining accurate records and ensuring complaints are managed in line with policy and timescales.
· Resolve Stage 1 complaints wherever possible at first point of contact and escalate Stage 2 complaints as appropriate, keeping customers informed throughout the process.
· Support customer engagement and service improvement activities through participation in surveys, communication campaigns and other projects.
· Take operational responsibility, as agreed with the Hub Team Leader, for key digital services and systems, including the Customer Portal, chatbot and online housing applications process.
· Manage and monitor former tenant arrears and rechargeable repair debt cases, providing support and signposting customers where appropriate.
· Handle estate management enquiries and support the scheduling of appointments, inspections and visits for Customer Services Officers and Asset Officers.
· Provide support to the Assets Team, including covering repairs-related enquiries and administrative tasks during periods of leave or increased demand.
· Contribute flexibly to the wider Customer Services Team, supporting additional duties and projects as required to meet business needs.
Compliance and Other Duties
· Keep up to date with relevant legislation and guidance.
· Work in accordance with Barrhead Housing’s policies and procedures.
· Work collaboratively with internal teams and external stakeholders.
· Participate in regular progress and performance reviews throughout the year through the My Contribution process.
· Attend required training courses and complete relevant online learning for the role.
· Take responsibility for your personal development and seek opportunities to build new skills.
· Carry out any other reasonable duties assigned by the Hub Team Leader, Director of Customer Services or Leadership Team.
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	Skills
	Essential
	Desirable

	Effective written verbal and written communication skills 
	
	

	A clear thinker, decision maker, with the ability to organise and plan ahead
	
	

	Able to take appropriate initiative and manage agreed priorities
	
	

	Able to use standard workplace IT systems, or learn them with appropriate training
	
	

	Use of artificial intelligence within a business setting
	
	

	Management of business social media accounts
	
	

	Use of Homemaster Housing Management System
	
	



	Experience
	Essential
	Desirable

	Experience of working in a frontline customer services team
	
	

	Experience of working within a social housing provider
	
	



	Knowledge
	Essential
	Desirable

	Understanding of General Data Protection requirements
	
	

	Knowledge of relevant social housing legislation
	
	




	Qualifications
	Essential
	Desirable

	Educated to SCQF level 5 or above, or equivalent qualifications, transferable skills and experience gained through paid work, volunteering or community involvement will be considered, where appropriate.
	
	

	CIH Housing Certificate Level III or above
	
	



	Personal attributes
	Essential
	Desirable

	Able to organise competing priorities and respond calmly during busy periods
	
	

	Empathetic and understanding of the complex needs of our customers
	
	

	Strong commitment to the ethos and values of Barrhead Housing, including principles of diversity and inclusion, equality and social justice
	
	

	Able to identify practical solutions and seek support or escalate issues appropriately
	
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