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PERSON SPECIFICATION

	POST
	SENIOR CUSTOMER SERVICES ASSISTANT
	
	EVH Grade 4 (PA 9-12)
35 hours per week

	CRITERIA
	DETAILS
	ASSESSMENT
	METHOD OF EVALUATION

	
	
	ESSENTIAL
	DESIRABLE
	

	Qualifications / Education /Training 
	

	
	[bookmark: _Hlk158283365]National 5 qualification or equivalent and holds, working towards or willing to work towards a qualification in Business and/or Administration or equivalent.  
	YES
	
	Application form / Documents

	Experience

	
	
	
	

	
	Substantial experience of providing front line services to customers
	YES
	
	Application form / Interview

	
	Experience of establishing and maintaining accurate records
	YES
	
	Application form / Interview

	
	General administrative duties (filing, copying, typing, taking payments etc.)
	YES
	
	Application form / Interview

	
	Experience of liaison with external agencies 

	
	YES
	Application form / Interview

	
	Previous experience working with a Registered Social Landlord or Local Authority
	
	YES
	Application form / Interview

	
	Experience of SDM (the database used by the Association) or other Housing systems

	
	YES
	Application form/ Interview

	

CRITERIA
	DETAILS
	ASSESSMENT
	METHOD OF EVALUATION

	
	
	ESSENTIAL
	DESIRABLE
	

	Skills / Knowledge
	

	
	Competent user of Microsoft Office packages including Word and Excel
	YES
	
	Application form / Interview

	
	Organisational and communication skills
	YES
	
	Application form / Interview

	
	Ability to work under pressure and keep to tight deadlines
	YES
	
	Application form / Interview

	
	Ability to work on own initiative as well as part of a team
	YES
	
	Application form / Interview

	
	Knowledge of current housing issues
	
	YES
	Application form / Interview

	Personal Attributes & Qualities
	

	
	Friendly, calm and assertive manner, able to engage with service users who may be displaying stress and anxiety, a confident but assertive approach in dealing with service users
	YES
	
	Application form / Interview

	
	Able to maintain deadlines despite conflicting priorities and pressured workload
	YES
	
	Application form / Interview

	
	An enthusiastic team worker with all colleagues
	YES
	
	Application form / Interview

	
	Have a positive attitude to customer service and to provide good public image of the Association
	YES
	
	Application form / Interview

	
	Commitment to continuous improvement
	YES
	
	Application form / Interview

	
	Commitment to the Association’s values of open, transparent, responsive and trustworthy
	YES
	
	Application form / Interview

	Other
	
	
	
	

	
	Able to follow policies and procedures and adapt working practices to changes in the operational environment
	YES
	
	Application form / Interview
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