[image: Logo, company name

Description automatically generated]

Job Profile

	Job details

	Job Title
	Customer Services Assistant

	Section
	Property Services

	Report to
	Customer Services Manager

	Grade
	EVH grade 5

	Hours of work
	35 per week

	Place of work
	Ralston House, Cyril Street, Paisley, PA1 1RW

	Disclosure Level
	Basic disclosure
	Date reviewed
	November 2025



	Person Specification

	Education and Experience
Essential

· Good standard of general education (Standard grades or equivalent in English and Maths).
· Experience working in a customer-facing role (telephone and/or face-to-face). 
· Experience managing a high volume of enquiries in a fast-paced environment. 
· Experience updating records accurately on IT systems or CRMs. 
· Experience identifying and escalating urgent or emergency issues.

Desirable

· Previous experience in social housing, local authority, or similar public service sector. 
· Experience triaging repairs or maintenance requests. 
· Experience assessing and processing housing applications. 

Knowledge, Skills and Abilities
Essential

· Understanding of customer service principles. 
· Basic understanding of repairs and maintenance issues (e.g., leaks, heating faults). 
· Knowledge of data protection/GDPR requirements.
· Excellent communication skills (verbal and written). 
· Ability to remain calm, empathetic, and professional in challenging situations. 
· Strong problem-solving and decision-making skills. 
· Ability to accurately triage repairs and communicate actions appropriately.
· Ability to accurately identify emergency situations and action appropriately. 
· High level of attention to detail and accuracy in data input. 
· Ability to prioritise workload and manage competing demands. 
· Strong IT skills, including use of CRM systems and Microsoft Office. 
· Ability to work effectively as part of a team and independently. 
· Active listening skills with the ability to diffuse conflict or de-escalate customers.

Desirable
· Knowledge of social housing regulations, tenancies, and allocations policies. 
· Familiarity with housing management systems 
· Awareness of Housing Options, homelessness prevention, and local lettings policies.




	Job Purpose

	
To provide front line customer service and administrative supporting actions to the Property/Maintenance and Housing Management/Estates services sections.





	Responsibilities

	Customer Service & Frontline Contact
 
· Act as the primary contact for telephone, email, online, and face-to-face enquiries.
· Provide accurate, empathetic, and professional support to tenants, owners, residents, applicants, Contractors and external partners.
· Maintain high customer satisfaction, ensuring enquiries are resolved at first contact where possible.
· Log and monitor customer issues and complaints, ensuring they are escalated and resolved in a timely manner.
· Follow GDPR legislation safeguarding confidentiality requirements at all times.

 
Compliance & Record-Keeping
 
· Ensure all interactions, decisions, and actions are logged accurately on CRM/housing management system.
· Comply with internal policies, housing legislation, tenancy agreements, and regulatory frameworks.
· Adhere to Health & Safety obligations, including reporting and actioning risk resolution and maintaining accurate repair categories.
· Support audits through accurate records, timely updates, and consistent adherence to procedures.
 
Repairs Triage & Maintenance Requests
 
· Receive, diagnose, and categorise repair requests in line with repair policies and service standards.
· Distinguish between emergency, urgent, and routine repairs using predefined criteria.
· Triage calls to determine nature, urgency and appropriate response to calls.
· Arrange appointments with Maintenance Officers / Contractors and ensure residents understand access requirements.
 
· Provide progress updates and liaise with contractors where necessary to keep customers informed.
· Identify safeguarding, hazard, or health & safety issues (e.g., no heating, water leaks, electrical faults) and escalate appropriately. Provide calm, clear instructions / advice to residents pertaining to the emergency repair and contact third-party agencies as a front-line action.
· Follow emergency protocols, contacting relevant teams (maintenance, housing, estates, emergency services) as required.
· Undertake compliance duties Maintenance Team during periods of leave including managing programmes and arranging tenant access.
· In line with the Associations Recharge Policy advise tenants of repairs incurring a recharge, negotiate and process up-front payments.
 
 Housing Applications & Allocations Support
 
· Assist customers in completing housing register applications, mutual exchange forms, and transfer requests.
· Assess applicant circumstances to determine the appropriate priority grading for rehousing.
· Check eligibility documentation and ensure applications meet regulatory and policy standards.
· Liaise with allocations team to progress applications, request additional evidence, and notify customers of outcomes.
 
Housing Options, Advice & Signposting
 
· Provide accurate information on housing choices including social housing, private rent, low-cost home ownership, supported housing, and homelessness prevention routes.
· Advise applicants on potential waiting times based on annual turnover of stock figures.
· Signpost to financial support, welfare services, repairs services, tenancy sustainment teams, and partner agencies as appropriate.
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