  	                                                                          
 
July 2020 
 
Dear Applicant, 
 
Post of Customer Services Assistant  
 
Thank you for your interest in employment with Ruchazie Housing Association.  I am pleased to enclose an application pack for the above vacancy which contains the following documents: 
 
· Application Form 
· Equal Opportunities Form 
· Job Description and Person Specification 
· Summary of Terms & Conditions of Employment 
· Background Information  
· How we use your Personal Information 
· Guidance Notes on completing the Application Form 
 
Please contact me immediately if any of the above materials are missing.  
 
Please complete the Application Form and Equal Opportunities Form as soon as possible, preferably by email to administrator@ruchazieha.co.uk  or alternatively to our address on the application form,  by no later than Monday 20th July at 5pm. Please note that the building is presently closed and it is therefore not possible to hand an application into the office. 
 
Late applications will not be considered.   Applications submitted by email will receive an acknowledgement by return. If you would like us to acknowledge receipt of a postal application, please enclose a stamped addressed envelope with your completed application form. As the office is presently closed, there may be a delay in reply. 
 
Our provisional interview date will be in week commencing 31st July.   
 
You must complete all sections of the application form and should also note that curriculum vitae and supplementary material will not be taken into account. 
 
I hope that the information supplied is of help to you.  If you have any queries, please do not hesitate to contact me on 0141 774 4433. 
 
Yours sincerely 
 
 
Janice Shields
Director
 
 
 
 
 
 
 

Person Specification 
 Job Title: 	 	Customer Services Assistant 	 
 Reporting to: 	Senior Housing & Corporate Services Officer 
 
	Criteria 
	Ass *
Method 
	E 
	D 

	Skills & Qualities 
	 
	 
	 

	Excellent verbal and written communication skills 
	AF/I 
	* 
	 

	Ability to prioritise and focus on objectives set
	AF/I 
	* 
	 

	Excellent administration skills
	AF/I 
	* 
	 

	Excellent organisational skills 
	AF/I 
	* 
	 

	Customer and outcome focussed
	I
	*
	

	Commitment to service excellence and continuous improvements
	I
	*
	

	Ability to follow policies and procedures and adapt to changes in working practices
	I
	*
	



	Experience & Knowledge 
	 
	 
	 

	Experience of working with the public at a frontline service 
	AF/I 
	* 
	 

	Experience of working as part of an effective team
	AF/I 
	* 
	 

	Experience of working to targets and deadlines
	AF/I 
	 *
	 

	Experience of working in a housing  environment
	AF/I 
	 
	* 

	Working knowledge of registered social landlord governance
	
	
	*


		 	 
	Qualifications 
	 
	 
	 

	SNC level or CIH level 3 qualification or equivalent work experience
	AF 
	* 
	 

	 
	 
	 
	 

	Other Requirements 
	 
	 
	 

	Flexibility to work occasional out with office hours e.g. for meetings 
	AF/I 
	 
	* 


*Applicants should note that the method of assessing individual applications is given in the assessment column (ASS Method) as follows:  AF – Application Form; I-Interview 

 

ummary of Principal Terms and Conditions of Employment 
 
Ruchazie Housing Association is a member of Employers in Voluntary Housing (EVH) and the terms and conditions for this job largely follow EVH terms.  A summary of the principal areas are as follows: 
 
 
Post: 	Customer Services Assistant 
 
Salary Scale: 	EVH Grade 3, PA 22 – PA25 
 
Contract:  	Full time 
 
Hours of Work: 	 	 	 	35 per week 
 
Place of Work: 	24 Avondale Street, Glasgow G33 3QS 
 
Annual Leave: 	 	 	 	25 days per annum  
 
Public and General Holidays: 	           15 days per annum  
 
Pension: 	The Association is a member of The Pensions Trust 
contributory pension scheme. The Defined Benefits scheme is currently under review. 
 
 
It should be noted that new staff are generally appointed to the bottom point of the EVH scale, although previous skills and experience are taken into consideration.  
 
This summary is for general guidance only and will not form part of the contract of employment.  Any offer of employment will be subject to satisfactory references. 
 
 
 
 
 
 
 
 
 
 
 
 
 



















 Background Information 
 
Overview  
 
We are a small, community-based housing association operating in the north-east of Glasgow. Established in 1993 to acquire and improve former council homes, we operate in what is known as the “Low End” of the Ruchazie district. 

Having completed our first improvement programme in 1997, we have continued to work hard to transform the local area and build new homes. To date, we have completed the development and improvement of 230 properties, mainly new build, of which 225 are let to social housing tenants; one is our office; one is a commercial unit currently let as a local shop; and three are owner-occupied to which we provide factoring services.

Our Vision  

‘  A flourishing space for all ’
   
Our Values  
 
Respect 
· For each other and the area in which we operate 
Understanding 
· The needs, wants and aspirations of our service users 
· Our community
· Our operating environment
Community
· Community based
· Led by the community for the community
Helpful
· Working as a team that listens, provides answers, gives guidance
· Keeping promises and honouring commitments made to others
Approachable
· Working proactively
· Breaking down barriers
· Building relationships
· Creating trust and gaining trust
Zero Tolerance 	
· Discrimination 
· Abuse
· Violence
· Crime
Integrity
· Making sure we always do the right thing
Equality
· Neither consciously nor unconsciously discriminating 

[image: ] 
Recruitment  
 
Ruchazie Housing Association is committed to achieving high standards of quality in recruitment and to ensuring that our appointments are made solely on the basis of merit and that you are treated in a fair and equitable manner. 
 	 
· You will be treated in a polite, helpful and friendly manner at all times. 
 	 
· When you request a recruitment pack, it will be sent out by the end of the next working day. 
 	 	 
· The information you provide will be treated in confidence and with discretion. 
 	 
· We welcome applications from people who self-identify themselves as disabled and guarantee an interview to those who meet the essential job criteria.  If you have indicated that you require particular arrangements, you will be asked in your interview letter to contact us to discuss your requirements. 
 	 
· We will normally advise you within four weeks of the closing date if you are not selected for interview. 
 	 
· We will normally advise you within three weeks of the closing date if you are invited to interview. 
 	 
· We will normally give you at least one week’s notice of the interview and we ask that you promptly confirm your attendance or otherwise.  If you are unable to attend on the day or at the time requested, we will try, where possible, to make alternative arrangements. 
 	 
· The selection process will be conducted in a professional manner and we will provide you with sufficient information to enable you to make an informed choice regarding the position for which you have applied. 
 	 
· If you are successful, we will advise you as soon as possible.  Written confirmation will normally be made within three weeks of the conclusion of the interviews. 
 	 
· If you have been unsuccessful at interview, we will normally advise you in writing within two weeks. 
 	 
· On request, we can give you constructive feedback on your interview. 
 	 
If you are unhappy with any part of the recruitment and selection procedure, you should contact the telephone number given in the advertisement or recruitment information in the first instance. 
 
If you are still dissatisfied, external applicants can make a formal complaint using our Comments, Complaints and Compliments procedure – copies available on request.  Internal applicants should follow the Association’s grievance procedure if you wish to make a complaint. 








Equal Opportunities Form 
 
Ruchazie Housing Association values diversity in our workplace and we would encourage everyone who has the necessary skills and experience to apply.  
 
Information given on the equal opportunities form will be treated in strictest confidence and will be retained for monitoring purposes. 
 
It will be kept separately from your application form and will not be made available to those involved in the selection decision.  
 
If you are unhappy with any part of the recruitment and selection procedure, you should contact the telephone number given in the advertisement or recruitment information in the first instance. 
 
If you are still dissatisfied, external applicants can make a formal complaint using our Comments, Complaints and Compliments procedure – copies available on request.  Internal applicants should follow the Association’s grievance procedure if you wish to make a complaint. 
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HOW WE USE YOUR PERSONAL INFORMATION 
 
We, Ruchazie HA, are the controller of the personal information that we hold about you.  This means that we are legally responsible for how we hold and use personal information about you.  It also means that we are required to comply with data protection laws when holding and using your personal information.  This includes providing you with the details contained within this statement of how we hold and use your personal information, who we may share it with and your rights in relation to your personal information. 
 
We have appointed a Data Protection Officer (DPO),who ensures that we comply with data protection law.  If you have any questions about this statement or how we hold or use your personal information, please contact the DPO by: e-mail at gdpr’ruchazieha.co.uk; telephone on 0141 774 4433; or writing to: The Data Protection Officer, Ruchazie Housing Association, 24 Avoindale Stree, Glagsow G33 3QS. 
 

Your attention is particularly drawn to section 3 of this statement, which confirms that you consent to your personal information and sensitive personal information being held and used by us as described in section 2 of this statement. 
 
1. What personal information do we hold and use about you? 
 
While we anonymise applications for employment prior to assessment, we may need to hold and use the personal information that you provide to us as part of your application and / or other personal information that we may obtain about you from you (for example, during an interview) and from third parties (including referees and recruitment agencies, if applicable).  This includes your: 
 
· name; 
· contact information; 
· date of birth; 
· gender; 
· identification documentation, such as your passport and / or driving licence; 
· employment history and experience, including job titles, duties, salaries, skills gained and reasons for leaving; 
· education, qualifications, training courses completed and professional memberships held (including copies of certificates); 
· responses to questions in the application form which allow us to compare your experience, skills and knowledge with our requirements; 
· relationship (if any) to our staff, Board members, suppliers, consultants or contractors;  hobbies and interests; 
· referees’ names, contact details and job titles; 
· results of psychometric testing (if applicable); 
· nationality and immigration status and right to work in the UK (including relevant supporting documentation); 
· sensitive personal information about your racial or ethnic origin, sexual orientation, your physical and / or mental health, religious or other similar beliefs and / or political opinions 
(where you choose to share this with us as part of your application); and 
· criminal records information, including Disclosure Scotland and / or Protecting Vulnerable Groups scheme checks (if relevant to the position that you are applying for). 
 
The law requires you to provide certain of the above personal information to allow us to verify your right to work in the UK and to assess your suitability for the position applied for.  If you do not provide us with this personal information, we may not be able to process your application successfully and / or take it further. 
 
2. Why do we hold and use this personal information about you? 
 
We hold and use this personal information to: 
 
· carry out the recruitment process and assess your application for employment; 
· verify the qualifications information provided by you; 
· verify the criminal records information provided by you; 
· carry out right to work and other statutory background checks; 
· shortlist for and arrange an interview with you (if applicable); 
· comply with legal requirements when arranging an interview with you (if applicable); 
· comply with our equal opportunity monitoring obligations; 
· communicate with and inform you of the outcome of the recruitment process;  obtain references about you from your referees (if applicable); and  protect and defend our legal rights in the case of a dispute between us. 
 
3. What is our legal basis for holding and using your personal information? 
 
Data protection laws require us to have a legal reason for holding and using your personal information.  Our legal reasons for holding and using your personal information include: 
 
· complying with the laws that apply to us, such as to check your eligibility to work in the UK and to make appropriate adjustments to comply with disability discrimination and accessibility laws when arranging an interview with you (if applicable); 
· taking steps to enter into an employment contract with you, if your application is successful; and 
· protecting our legitimate interests – in the highly unlikely event that we do not have another legal reason, we may have a legitimate interest in handling and using your personal information.  In those circumstances, we will always consider your legitimate interests in the protection of your personal information, and will balance those against our own legitimate interests in handling and using your personal information for the purposes described in section 2 of this statement.   
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
In very limited circumstances, we may rely on your consent as the legal reason.  By providing us with your personal information and sensitive personal information (including your racial or ethnic origin, sexual orientation, your physical and / or mental health, religious or other similar beliefs and / or political opinions) and the personal information and sensitive personal information of other individuals (including your referees), you: 
 
· consent to it being used by us as described in section 2 of this statement; and 
· confirm that you have informed the other individuals if they are of 12 years old and above of the content of this statement and they have provided their consent to their personal information and sensitive personal information being used by us as described in section 2 of this statement. 
 
You and the individuals have the right to withdraw your consent to us holding and using your and their personal information and sensitive personal information by contacting us.  Once you / they have withdrawn your / their consent, we will no longer use your / their personal information and sensitive personal information for the purpose(s) set out in section 2 of this statement, which you originally agreed to, unless we have another legal reason for doing so. 
 
4. Who do we share your personal information with? 
 
We may share your personal information with the following organisations for the purposes described in section 2 of this statement: 
 
· our consultants, advisers and IT service providers; 
· our solicitors; 
· your referees; and 
· Disclosure Scotland. 
 
5. How long do we keep your personal information? 
 
We keep the personal information that we obtain about you during the recruitment process for no longer than we need to meet any legal, accounting, reporting or regulatory requirements.   
 
We keep recruitment information (including interview notes) for 6 months after the recruitment process has been completed.  We will only keep recruitment information for successful applicants for longer than this that is relevant to their employment. 
 
More information is contained in our data retention policy, which is available by contacting our DPO. 
 
6. What rights do you have in relation to your personal information that we hold and use? 
 
It is important that the personal information that we hold about you is accurate and current.  Please keep us informed of any changes.  Under certain circumstances, the law gives you the right to request: 
 
· A copy of your personal information and to check that we are holding and using it in accordance with legal requirements. 
· Correction of any incomplete or inaccurate personal information that we hold about you. 
· Deletion of your personal information where there is no good reason for us continuing to hold and use it.  You also have the right to ask us to do this where you object to us holding and using your personal information (details below). 
· Temporarily suspend the use of your personal information, for example, if you want us to check that it is correct or the reason for processing it or to stop us from using your personal information altogether if we have committed a breach of data protection laws. 
· The transfer of your personal information to another organisation. 
· That you are not subject to a decision solely taken by computer which produces legal consequences for or otherwise significantly affects you. 
 
You can also object to us holding and using your personal information where our legal reason is a legitimate interest (either our legitimate interests or those of a third party).  
 
Please contact our DPO if you wish to make any of the above requests.  When you make a 
request, we may ask you for specific information to help us confirm your identity for security reasons.  You will not need to pay a fee when you make any of the above requests, but we may charge a reasonable fee or refuse to comply if your request for access is clearly unfounded or excessive. 
 
Feedback and complaints 
 
We welcome your feedback on how we hold and use your personal information, and this can be sent to our DPO. 
 
You have the right to make a complaint to the Information Commissioner, the UK regulator for data protection, about how we hold and use your personal information.  The ICO’s contact details are as follows: 
 
Telephone: 0303 123 1113 	 	Website: 	https://ico.org.uk/concerns/      
 
If you would like to receive this statement in alternative format, for example, audio, large print or braille, please contact us. 
 
Updates to this statement 
 
We may update this statement at any time, and we will provide you with an updated version when required to do so by law. 
 
Last updated: July 2020  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  
 
 
 
 
Guidance Notes for Applicants on Filling in the Application Form 
 
Please read these notes carefully – they are to help you make the best of your application. 
 
	1. The form should be completed in black ink or black ballpoint pen for photocopying purposes. 
 

	2. Please do not send in your Curriculum Vitae. 
 

	3. The enclosed Person Specification lists the minimum essential requirements for this post.  When short listing for interview, the selection panel will only consider the information contained in your application form and assess this against the Person Specification. 
 

	4. It is not the responsibility of the selection panel to make assumptions about the nature of the work you have done from a list of job titles.  It is therefore important that you use the space provided to detail your experience and skills.  Neither is it enough for you to state that you meet the requirement; you must demonstrate this to the panel.  Work, paid or voluntary, is not the only means of showing that you meet the requirements of the post.  Life experience and skills are just as valid, so long as you are able to demonstrate this. 
 

	5. If you are short-listed for interview, the selection panel will wish to discuss the areas covered in the Person Specification in more detail.  
 

	6. If you are related to any members of staff, management committee member, consultants or contractors or suppliers to the Association – this should be clearly shown on the relevant part of the form.  This will not necessarily be detrimental to your application. 
 

	7. The equal opportunities monitoring information will be removed prior to the short listing process. 
 

	8. Please ensure that you have sufficient postage on your envelope if you are returning your application form by post. You should use a Large Letter stamp if you are using an A4 envelope. 
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