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WELCOME LETTER 
 
 

LYHA is an amazing place to work for those who can turn vision into reality, are happy to be 
accountable for their results and have the energy levels needed to drive positive change. We have 
high expectations and are passionate about our customers. If you share these values, then read on.  
 
LYHA is a traditional housing association with 65 years of history making a positive impact in Leeds 
and Yorkshire. Steeped in history and building on our heritage you will find us to be a modern, 
vibrant business with clear vision to make a real difference locally. We are planning a great future 
and this new role is an exciting part of the next stage in our journey.   
 
We have ensured LYHA is financially strong and developed new homes on a par and equivalent to 
the largest Associations in the country. We have ensured our homes are well invested in and have 
provided a good level of customer service.  
 
You will join our Customer Services Team and be part of a team responsible for excellent customer 
service. Our team is looking for someone with an excellent experience of a variety of forms of 
customer contact including email, telephone and face to face. The job will be fast paced, interesting 
and fun.  
 
We are looking for a new Customer Advisor, someone with a positive attitude, a passion for 
providing a great customer service and who loves working with people. We want someone who has 
a natural ability to empathise with customers, who likes to find solutions to problems and will take 
ownership of a variety of forms of customer contact to try and find effective outcomes. If you are 
confident you can deliver in that environment and are up for the challenge, then we’d love to hear 
from you. 
 
I hope I have inspired and energised you to want to find out more and want to apply. I believe this is 
a brilliant opportunity to shine and make a positive difference. I look forward to receiving your 
application. 
 
 
 

 
Joe Taylor  
Customer Services Team Leader  

  



Customer Advisor  

LS6 2TN, Headingley, Leeds 

Salary: £9,180 to £10,200 per annum  

Hours of Work 18.75 hours per week, 3.75hrs on a Wednesday, 7.5hrs worked over 8.30am to 5pm on 
Thursday & Friday  

Generous benefits: 12 days leave plus bank holidays, increasing incrementally based on years’ service up to 15 
days, Occupational Pension Scheme, flexible working and family friendly policies 
 
We are looking for a new Customer Advisor who must be able to demonstrate: 

• Passion for providing a great customer service, as the first point of contact and someone who loves 
working with people 

• Natural ability to empathise with customers  

• Enjoys finding solutions to problems and will take ownership of customer contact to try and find 
effective outcomes. 

• Positive attitude and outlook 

• Motivated to deliver a first-class service to all our customers and to continually improve these 
services  

 
You will join our small but energetic Customer Services Team and will be the first point of contact for our 
customers, taking and making calls but also dealing with our customers face to face and supporting us with 
our digital agenda and increasing opportunities for customers to engage with us digitally. You will be the face 
and voice of LYHA; dealing with repairs, lettings, queries about and taking payments as well as supporting 
other colleagues and departments. No day is the same which makes this role really engaging and rewarding. 
We value people with the right skills and behaviours above everything else.  

In return, we will provide you the opportunity to: 

• Develop personally and professionally- getting a chance to work with and across all levels of the 
organisation  

• Work in a team with the key responsibility of delivering customer services that makes a positive 
impact on people and communities  

• Give you experience of working in a highly ambitious and dynamic Housing Association  

• Support a work life balance with flexible working and family friendly policies  
 

This is an opportunity to apply your experience, a chance to work with some great colleagues and be 
part of a team that has set some ambitious goals for the future.  This role is perfect for someone who 
loves variety and challenge. We work as One LYHA: a combination of great colleagues all committed to 
being the best we can be.  

 

LYHA is committed to equality of opportunity in employment for all its employees and to developing 

work practices and policies that support employees to achieve a work-life balance. One of our aims is to 

be an Employer of Choice. By offering a desirable working environment, with a professional approach to 

our service provision supported by attractive terms and conditions. We positively welcome and support 

diversity in our workforce and welcome applications from all sections of the community. 

You will not be shortlisted unless you have provided a Covering Letter and CV 

  



HOW TO APPLY 

Please submit an up to date Curriculum Vitae (CV), a covering letter and the optional Equality 

Monitoring Form as your submission for the post. The CV and letter combined should be no more than 

5 sides of A4. 

It is important that your CV and letter highlights the supporting evidence of how your previous 

experience, knowledge and skills relate to the requirements as set out in the role profile and person 

specification.   

 

The selection process is based on both covering letter and CV. You will not be shortlisted unless you 

have provided a Covering Letter and CV. With more weight given to your covering letter. Within your 

covering letter should demonstrate how you specifically meet the Person Specification for the role.  

Within your CV please ensure that you provide the following information: 

• Full name and postal address 

• Work and home telephone contact numbers and your email address 

• Employment history 

• Qualifications 

• Current Memberships of relevant professional associations/institutes 

 

We also request that you also complete the Equality Monitoring form which is on the LYHA website. 

Please return your all your documents by 11.59pm on Friday 31st January 2020 to 

recruitment@lyha.co.uk  

Key Dates: 
Closing date: 11.59pm on Friday 31st January 2020 
Interview date: Friday 14th February 2020 
 
  

mailto:recruitment@lyha.co.uk


 

 
LYHA is committed to attracting and retaining colleagues who can make a valuable contribution to its ongoing success. 
Effective recruitment is essential to the delivery of LYHA’s plans and as such we adopt recruitment practices and 
processes which ensure that the best candidate is appointed. LYHA is committed to ensuring equality of access and 
opportunity in these practices and processes for all applicants.   

LYHA has been awarded Disability Confident status by the Department of Work and Pensions. Disability Confident is a 
national scheme that aims to ensure that disabled people and those with long term health conditions have the 
opportunities to fulfil their potential and realise their aspirations. 

Definition of Disability 

The Equality Act 2010 defines a ‘disabled person’ for the purpose of the Act as a person who has a ‘disability’ if they 
have a physical or mental impairment that has a substantial and long-term adverse effect on her or his ability to carry 
out normal day-to-day activities. 

Reasonable adjustments 

To support our aim of removing barriers to employment for disabled people, we are committed to making any 
necessary reasonable adjustments. These adjustments may include modifying the selection process, the job role or the 
working environment. To assist us in planning to accommodate your individual needs, we ask that candidates let us 
know during the recruitment process either on your covering letter or an additional letter. This information will be 
treated as confidential within the recruitment process and will be used solely with your consent, for the purpose of the 
recruitment and selection process. 

Guaranteed interview 

LYHA has a policy to interview any disabled applicant who meets the essential special criteria for the role. You must 
also be able to demonstrate that you meet the criteria.  

We also consider any reasonable adjustments that need to be made as we wish to ensure that disabled candidates 
needs are considered during the selection process. 

Further advice and alternative formats 

If you need further advice or assistance in order to apply for the role, please contact LYHA Human Resources by email 
at: recruitment@lyha.co.uk 
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 Purpose of the Role 

To provide an excellent front-line customer service experience that focusses on delivering positive 
outputs, and which puts communities and customers at the heart of what we do. To strive to deliver a 
first-class front-line service to existing and prospective customers and partners of LYHA. 
 
Delivering key customer service tasks including call answering, data inputting on IT systems, sign posting 
customers, arranging repairs and taking rent payments. 

 

Main Duties and Responsibilities 

1. Positively supporting and communicating with internal teams such as Neighbourhood 
Services, Property Services and Development on customer service-related issues and 
ensuring adequate support services are provided. 

 
2. Monitoring of the complaints and ASB data bases, including occasional updating and 

chasing of response deadlines 
 

3. Support Property Services in ensuring that all gas servicing is up to date and that the CS 
team actively support this important objective for LYHA. 

 
4. Responsible for recognition of changing organisational objectives, with a view that these 

objectives are supported and facilitated by the CS Team e.g. welfare reform. 
 

5. Ensure record keeping on systems including IBS, SharePoint and all relevant software, is 
detailed and timely. Ensure that customer records and contact details are updated 
frequently and that LYHA have an accurate and relevant record of its customers through 
this process. 

 
6. To adopt a positive, flexible and proactive approach to customer service which requires 

you to work outside of normal office hours (covering a shift pattern of 8am to 8pm Mon 
to Fri and 8am to 1pm Saturdays or according to business priorities). 

 
7. To work towards maximising tenant satisfaction and recognising the value of complaints. 

Ensuring that this feedback is used positively to build and develop the service. 
 

8. Assist customers to access our services digitally. 
 

9. Ensuring that customers who present themselves as vulnerable are quickly and 
appropriately dealt with and if required sign posted to the relevant team/ department/ 
agency for action. 

 
10. Monitor to ensure properties which are available for rent are quickly and accurately 

Customer Advisor Job Description 
 
Job Title:  

 
 
Customer Advisor   

Reporting to: 
 

Customer Services Team Leader 



advertised. Place registrations of interest for customers upon properties and ensure that 
information is accurate and up to date, to allow customers to make informed choices. 

 
11. Champion organisational objectives at first contact with customers promote LYHA and 

ensure that customers receive a positive impression of the organisation. 
 

12. Manage the Shire Oak Road reception area and public reception, ensuring it is 
professional, accessible, tidy and open to customers when advertised. Also, to ensure 
that a flexible and proactive approach to opening times and call answering is adopted to 
ensure that the service is delivered according to customer needs. 

 
13. To undertake any reasonable tasks which are not outlined above, as requested to do so  
 

 

General 

1 To promote and ensure positive health & safety behaviours and culture 

2 To challenge any and all unsafe behaviours and practices. 

3 Ensure that equality and diversity is promoted and celebrated across the company and 
ensure that the LYHA strategy is delivered. 

4 It is the duty of the post-holder not to act in a prejudicial or discriminatory manner 
towards any customers or employees, including discrimination towards anyone under 
the nine protected characteristics under the Equality Act 2010; age, disability, gender 
reassignment, marriage, and civil partnerships, pregnancy and maternity, race, religion 
or belief , sex and sexual orientation. The post-holder should not accept any such 
practice or behaviour and should either challenge or report it.  

 

  



Person Specification: Customer Advisor 
You will be short listed for interview based on how you meet the following selection criteria. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Method of Assessment 

CV  Curriculum Vitae 
SL  Supporting Letter 
I  Interview 
P  Presentation 
W  Written Exercise 
S  Skills test 
C  Production of Certificate 

  

Job Title:  
 

Customer Services Advisor  

 
Education & Qualifications 

1 A Minimum of 5 GCSE’s (including English and Maths) /NVQ Level 3 CV/C 

2 Experience of communicating effectively with a wide range of people 
and audiences and build relationships with staff, customers, and 
Senior Managers 

CV/SL/I 

3 Strong understanding and experience of using Microsoft 
Outlook/Word/Excel/PowerPoint/SharePoint 

CV/SL 

4 Experience of providing a professional, confident, and proactive 
approach to customers and colleagues  

C CV/SL/I 

5 Experience of dealing with a range of stakeholders/partners and 
customers and providing customer excellence using a variety of forms 
of communication 

CV/SL/I 

 
Skills and Behaviours 

6 Ability to deliver excellent customer service and work proactively to 
provide resolutions to problems at an early stage 

CV/SL/I 

7 Ability to plan and prioritise work effectively and deal with conflicting 
priorities, adapting to changing situations. 

SL/I 

8 Ability to maintain effective office administrative systems SL/ 

9 Understanding of the internet and social media channels SL/I 

10 Motivated to deliver high performance and continually develop and 
improve 

SL/I 

12 Able to be flexible and responsive to adapt to changing needs and 
requirements of the role 

SL/I 

13 Enthusiasm and commitment to providing an excellent service I 

14 Effective team player who works cooperatively with others and 
shares ideas 

I 

15 Positive attitude which demonstrates LYHA values and behaviours I 

16 Commitment to the vision, values and strategic aims of LYHA SL/I 

17 Understanding and commitment to equality and diversity  SL 



 
Behavioural Framework 
This framework sets out how we behave at work. It is not just about what we do, it is all about how we do it.  

 

Value Description Behaviour 
 
 

STRONG PRINCIPLES & INTEGRITY 

• Fair, ethical and honest 

• Open & transparent 

• Treat each other and everyone with respect 

• Encourage and welcome diversity and value 
different people’s experiences and skills 

• We challenge and we are open to challenge 

 Communicate openly and honestly with customers and listen 
to their views 

 Understand the diverse needs of people and make sure we 
deliver services that take account of, and meets their needs 

 Welcome and encourage feedback, use it to help improve 
services 

 Work together as a team by being considerate, sharing, 
supportive, and respecting the views & beliefs of others 
 

 
 
 

WORKING TOGETHER 
 
 

• Genuine partnerships with our tenants and 
customers 

• Form strong and effective partnerships to 
complement our strengths and deliver results 

• We work as a team – One LYHA 

• We want to be trusted 
 

 Share goals and work well together with colleagues and 
customers to achieve our goals 

 Be part of a team that works collaboratively together. 
Everyone is recognised for the role they play - their 
contribution is trusted and valued 

 Function well together using different strengths, aiming for 
high standards of performance, takes individual responsibility 

 Spot opportunities for working with partners & use them to 
improve communities & give something back 
 

 
 

PEOPLE FOCUSSED 
 

• Flexible and responsive 

• Shape services to meet customers’ needs and 
expectations 

• We care about outcomes and want to make a 
difference 

• Listening and learning organisation 

 Listen to customers views and aspirations and use what they 
say to make changes for the better 

 Make sure that we are available to customers when they 
need us and go out of our way to help them by going the 
extra mile 

 Show customers we understand their needs, by focusing on 
them as an individual, being empathetic and responding to 
their needs 

 Use energy and passion to deliver our promises to customers 
 

 
 
 

PROFESSIONAL 
 

• Aim for excellence and innovation in 
everything we do 

• We invest in and develop our staff to ensure 
we provide the highest standard of service 

• We care about value for money and aim to be 
efficient and effective 

 Put plans in place which are innovative, are built on what we 
know and have learnt, but which are flexible and responsive 

 Deliver high standards of service by knowing our roles, being 
efficient, timely, and getting things done right first time 

 Deliver excellence by having focus, being on the pace, being 



 • We spend our time and money wisely 
ensuring we deliver the best possible services 
and products 
 

leaner/fitter, always delivering, and by developing & using 
our specialist skills 

 Set an example through our positive approach, being honest, 
reliable, communicating openly and honestly, and reflecting 
and reviewing – be an Ambassador for LYHA 
 

 
 

AMBITIOUS 

• We don’t stand still.  We never rest on our 
laurels and continually look for ways to 
improve and do better, yet we have our feet 
on the ground   

• We are creative, innovative and solutions 
focused 

• We punch above our weight 
 

 Communicate training and development needs and make 
sure that our skills are used to the full – to become multi 
skilled Mr. Magnificent 

 Positively challenge the way things are done currently to find 
ways of improving, being the best, focusing on outcomes 

 Aim to be captains in our field by growing our services 
steadily, being competitive, looking at best practice and 
upping the pace 

 Be proud of what we are good at, believe in what we can 
achieve, recognise and celebrate successes 
 

  



 

Our Corporate Plan 
 

 
  

Summary of Key Terms and Conditions 

Salary £9,180 to £10,200 per annum 

Holiday 

Entitlement 

12.5 days which increase by one day per year to a maximum of 15 

days 

Healthcare 

Benefit 

UK Health Care (Contributory Scheme) 

Pension Social Housing Pensions Scheme (SHPS) Defined Contribution 

Scheme with up to 8% matched Employer contributions  

Notice period 1 month 

Work Life 

Balance 

Flexible working hours and family friendly policies 

 


