 Human Resources Department

 Tel: 02890-441416
Fax: 02890-441346

 SEQ CHAPTER \h \r 1Our Ref:
HR/MS
Dear Applicant

Re:
Post of Services Centre Call Advisor(s) 
To help you with your application, you should read the following before completing your form.

We do not accept Curricula Vitae (CV’s).  It is, therefore, important that you fully complete each section of our application form, giving the information requested.  

LATE APPLICATIONS WILL NOT BE ACCEPTED EVEN IF DELAYED DUE TO TECHNICAL REASONS.

It is the responsibility of each candidate to ensure that all such information is provided. Candidates who fail to provide sufficient information on which a panel might determine their eligibility for the post will not be shortlisted.
You should complete the application form in black ink in block letters if handwriting or you may type directly on to the application in typescript.

We have an equal opportunity policy and endeavour to ensure that selection for jobs, training and promotion is carried out fairly and based on job related criteria.  In order for us to properly assess your application, it is important that you complete the form as fully as possible, demonstrating how your skills/experience relate to those described in the advert and Person Specification.  The panel may enhance the criteria in order to facilitate short-listing of the post.  The panel will shortlist only on the basis of the information provided on your application form.
We also need to monitor the effectiveness of our policy.  I would therefore ask you to complete the enclosed monitoring form.  Please do not enter your name on this form.  When it is completed, place the form in the envelope provided marked "Monitoring Officer".  This envelope should then be sealed and returned to the above address with your application form.  The monitoring envelope will be held by Choice Monitoring Officer and will not form any part of the selection process.
The Equal Opportunities Monitoring form is regarded as part of your application and failure to complete and return it will result in disqualification.

The closing date for receipt of application forms is 12 noon, Wednesday 6th February 2019 and applications received after this date will not be considered.  If you have not been contacted further in writing on or before Wednesday 6th March 2019, you will not have been short-listed for interview.  

If you have any disability which prevents you from completing the application process, please contact me to discuss what further assistance you require.

The successful candidate will be required to provide proof of essential qualifications and also provide documentary evidence of their eligibility to work in the United Kingdom.  We are also committed to adhering to the Access NI Code of Practice in relation to requesting disclosure checks where appropriate and processing information in accordance with the code.  Choice has a policy on the Recruitment of Ex-Offenders and it is available upon request (email recruitment@choice-housing.org).
I would like to thank you for the interest you have shown in this post and I look forward to receiving your application form.

Yours sincerely

Lawrence Jackson

Group Director of Organisational Development
Encs
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[image: image1]APPLICATION FOR EMPLOYMENT 


         PRIVATE AND CONFIDENTIAL
	Position Applied for
	Services Centre Call Advisor(s)
	Ref 
	SSCA/9925/0119


	Please complete ALL sections of the application form in BLOCK LETTERS using black ink or typescript.


	1. Personal details


	Last Name:
	     
	First Name:
	     


	Address:
	     

	
	     

	
	     


	Postcode:
	     

	Email :
	     


	Home Telephone No. 
	     
	Daytime Contact No.
	     


	E-mail address:
	     


	Next of Kin


	Last Name:
	     
	First Name:
	     


	Home Telephone No. 
	     
	Daytime Contact No.
	     


	Driving Licence 

Do you hold a full, clean driving licence valid in the UK?
	Yes
	 FORMCHECKBOX 

	No
	 FORMCHECKBOX 


	Do you have access to private transport?
	Yes
	 FORMCHECKBOX 

	No
	 FORMCHECKBOX 



	Details of any Holiday Arrangements
	


	2.   Education/Qualifications


	Type of Establishment (Name of school not required)
	Dates
	Attendance

Full-Time Day Release Evening etc
	Exams, Degrees & Qualifications

Indicate the year, the type of exam and the subject and grade obtained


	
	From
	To
	
	

	A. School and Further Education

	     
	 FORMTEXT 

     
	 FORMTEXT 

     
	 FORMTEXT 

     

	 FORMTEXT 

     
 FORMTEXT 

     

	 FORMTEXT 

     

	B. Professional or Technical Training or Qualifications

	     
	     
	 FORMTEXT 

     
	 FORMTEXT 

     
	 FORMTEXT 

     
 FORMTEXT 

     

	     


	     3. Current Membership of any Professional Body/Organisation

	Please give details: 

     



	    4.  Employment History

	Previous Employment:  Please include any previous experience (paid or unpaid), starting with the most recent first.


Current or most recent employer
	Name of Employer:
	     


	Address:
	     

	
	     

	
	     
Postcode:

     



	Position Held:
	     


	Date Started:
	     
	Leaving Date:
	     

	Reason for Leaving:
	     


	Salary on 

leaving this post:
	     
	Contact Name of Line Manager for reference:
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Notice period:

	Brief description of duties:

	     


	


Previous employer
	Name of Employer:
	     


	Address:
	     

	
	     

	
	     
Postcode:

     



	Position Held:
	     


	Date Started:
	     
	Leaving Date:
	     

	Reason for leaving:
	     


	Salary on 

leaving this post:
	     
	Contact Name of Line Manager for reference
	     


	Brief description of duties:

	     


	


Previous employer

	Name of Employer:
	     


	Address:
	     

	
	     

	
	     
Postcode:

     



	Position Held:
	     


	Date Started:
	     
	Leaving Date:
	     

	Reason for Leaving
	


	Salary on 

leaving this post:
	     
	Contact Name of Line Manager for reference
	     


	Brief description of duties:

	     


	


Continue on separate sheet if necessary
	      5.  Information in support of your application

	Skills, abilities and experience
Please use this section to demonstrate why you think you would be suitable for the post by reference to the job description and person specification (and by giving examples).   Please include all relevant information, whether obtained through formal employment or voluntary/leisure activities. 


	Essential Criteria

	1 years’ experience of dealing with incoming and outgoing calls in a customer service environment


	1 years’ experience of using computerised systems within an office environment


	Excellent telephone manner and interpersonal skill


	Experience of using MS office 



	Desirable Criteria

	ECDL level qualification (or equivalent) or RSA / OCR Stage 1 in Word Processing (or equivalent) and have experience in working in a customer service call centre environment.


	Continue on a separate sheet if necessary


	   6. DATA PROTECTION


	During your period of employment and for as long a period of necessary following your employment, Choice Housing Ireland Limited will hold and process both electronically and manually, the data it collects in relation to you for the purposes of Choice Housing Ireland Limited administration and management of its business. 



	  7. RELATIONSHIP TO COMMITTEE MEMBER OR EMPLOYEE OF CHOICE HOUSING IRELAND LTD

	To the best of your knowledge are you related to any Board/ Committee Member or Employee of Choice?
Yes/No
If yes, what is the nature of that relationship?   



	   8. References


Please give the names and addresses of two persons who have agreed to act as referees.  Your 1st referee must be someone from your current or most recent employer who has a management position or line management responsibilities.  (References may be taken up without further notice).
	1st Referee (With Knowledge of your career)
	2nd Referee

	Name
	
	Name
	

	Address
	
	Address
	

	Occupation
	
	Occupation
	

	Telephone
	
	Telephone
	

	Email
	
	Email 
	


	    9. Declaration


	I hereby declare that the information given in this application is, to the best of my knowledge, true and correct.   I also agree that any misrepresentation by me will lead to the withdrawal of any offer of employment or my employment being terminated without any obligation or liability to Choice Housing Ireland Limited other than for services rendered. 
I understand that I may be required to undergo a medical examination if considered necessary.  I understand that failure to complete any part of the application procedure, including all forms, may disqualify me from further consideration for the position.
I consent to personal data being processed as stated above.



	Signed:
	
	Date:
	     

	
	


We are committed to adhering to the Access NI Code of Practice in relation to requesting disclosure checks where appropriate and processing information in accordance with the code.  Choice has a policy on the Recruitment of Ex-Offenders and it is available upon request (email recruitment@choice-housing.org).  A criminal record will not necessarily be a bar to an applicant obtaining this role.

This role will require a Basic Disclosure.  

Please return to:-

Choice Housing Ireland Ltd, HR Dept, Leslie Morrell House, 37- 41 May Street, Belfast, BT1 4DN 

or via recruitment@choice-housing.org 
Ref No: SSCA/9925/0119
 SEQ CHAPTER \h \r 1MONITORING FORM
Equal Opportunity Monitoring Form:

Please note, this form is regarded as part of your application and failure to complete and return it will result in disqualification.

Choice is committed to promoting equality and diversity. It is our policy to provide employment equality to all, irrespective of gender, including gender reassignment, marital or civil partnership status, having or not having dependants, religious belief or political opinion, race, disability, sexual orientation and age.

In order to demonstrate our commitment to equality of opportunity and meet our obligations under Equal Opportunities, Fair Employment legislation and Section 75, we are required to monitor the religious affiliation, sex, marital status, family status and sexual orientation of all our job applicants.

The information you are asked to supply below will be treated in the strictest confidence and protected from misuse.  This information will not be available to anyone making decisions about your application and will be used for monitoring purposes only.

Please answer each of the questions below by ticking the appropriate box.

1.     What is your Community Background?




        I am a member of the Protestant community
 FORMCHECKBOX 

        
        I am a member of the Roman Catholic community






 FORMCHECKBOX 
  
        
        I am a member of neither the Protestant nor





 FORMCHECKBOX 

        the Roman Catholic community

2.     Are you Male or Female?
I am Male

 FORMCHECKBOX 

I am Female

 FORMCHECKBOX 

3.     What is your marital status?






        Married


 FORMCHECKBOX 







        Single


 FORMCHECKBOX 







        Other


 FORMCHECKBOX 





        

4.     What is your family status?









        Other



 FORMCHECKBOX 

        No caring responsibilities

 FORMCHECKBOX 

        Care for children


 FORMCHECKBOX 

Care for other relative

 FORMCHECKBOX 

5.     Ethnic Origin

        Please state your ethnic group                                                          
        OR tick one or more of the following, as appropriate:

        African                       FORMCHECKBOX 

       Bangladesh                FORMCHECKBOX 

       Chinese                       FORMCHECKBOX 



       Caribbean                   FORMCHECKBOX 


       Indian                          FORMCHECKBOX 

       Irish Traveller             FORMCHECKBOX 



       Pakistani                     FORMCHECKBOX 


      White                           FORMCHECKBOX 


      Mixed Ethnic Group  FORMCHECKBOX 
                                            
6.     Please state your date of birth:  ______________________________________   

7.     Disability
In accordance with the Disability Discrimination Act 1995, a person has a disability if they have a physical or mental impairment which has a substantial and long term adverse effect on his/her ability to carry out normal day to day activities.  

In accordance with the above definition do you have a disability?

Yes
 FORMCHECKBOX 

No
 FORMCHECKBOX 











If yes, please provide details.   _________________________________________________________________________________

____________________________________________________________________________________________________________________________________________________________________________                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                           

8.
Sexual Orientation

The Employment Equality (Sexual Orientation) Regulations (NI) 2008 make it unlawful for employers and others to discriminate on grounds of sexual orientation in the areas of employment, vocational training and further and higher education.


My Sexual Orientation is towards someone:

· Of the same sex 
 FORMCHECKBOX 

· A different sex

 FORMCHECKBOX 

· Both


 FORMCHECKBOX 

Thank you for your co-operation.

THIS FORM ONLY SHOULD BE PLACED IN AN ENVELOPE MARKED "MONITORING OFFICER".

[image: image2.jpg]choice::



[image: image3.jpg]Working
together for
positive change




CANDIDATE INFORMATION 

Services Centre Call Advisor(s)
	ADDITIONAL INFORMATION


Thank you for your expression of interest in the post of Services Centre Call Advisor with Choice.  We hope the additional information below is helpful.

· Hours:  37 hours per week (Monday – Friday) 
· Location: 37-41 Leslie Morrell House, May Street, Belfast, BT1 4DN
· Salary:  Scale commences at £18,360
· Public / Customary Holidays:  New Year's Day, St Patrick's Day, Easter Monday, Easter Tuesday, May Day, Spring Bank Holiday, 12th and 13th July, August Bank Holiday, Christmas Day, Boxing Day and one other day around Christmas/New Year period as will be specified by the Association.

· A no smoking policy exists at Choice offices.

· The Association is an Investor in People organisation.

· This post is subject to a 9 month probationary period.

· All staff are required to maintain and uphold the Association’s policies and procedures.

NB: The Association through a structure of subsidiary companies is seeking to develop housing schemes throughout Ireland; therefore travel outside Northern Ireland may be necessary.

Please use these notes to assist you in completing your application.

1. Use the Job Description and Person Specification to assist you in assessing if you meet the criteria for this post.

2. Criteria may be enhanced to facilitate shortlisting.

3. The panel will shortlist only on the basis of the information provided.


Job Description
	Job Title:
	Services Centre Call Advisor

	Department:
	Corporate Services (Services Centre)

	Location:
	Head Office, Belfast

	Responsible to:
	Team Leader - Services Centre


Job Purpose:
To accept and where possible resolve queries from Choice tenants, prospective residents, staff and other stakeholders, relating to general housing management enquiries, repairs notifications, applications for housing, allocations, rent arrears and ensuring that service levels are met.  To record these as appropriate through the Association’s computerised systems and proceed in line with the Association’s established policies and procedures.  

Duties:
1. Answering all calls into the Services Centre within target times, courteously and maintaining high standards in customer care. Meeting key Performance indicators and targets on a monthly basis as defined in monthly appraisals.

2. Receiving, acknowledging and resolving, where appropriate, telephone and written enquiries, keeping callers regularly updated as appropriate.  Referring issues, which cannot immediately be resolved to the Team Leader - Services Centre Manager and raising priority actions when required to operational staff.

3. Using management information to ensure that all enquiries are responded to within the target times.

4. To comply with Security, Data Protection and Confidentiality Policies within the Association and alert Supervisor to any incidences or breaches of the policies or inaccuracies in the data held.

5. To receive and prioritise all repair notifications.

6. To follow up selected repairs upon completion to ensure that these have been carried out satisfactorily.

7. Taking and relaying messages as appropriate to operational staff as and when required. 

8. Dealing with general housing management enquiries and referring to others as appropriate.

9. Update the Association’s computerised records, providing reports and performance statistics, as required.

10. To undertake other such duties of a similar level of responsibility as may from time to time be reasonably required.

11. Conduct Customer satisfaction surveys when required by the Team Leader – Services Centre Manager.

General

Staff are required to be flexible in their work and to co-operate with their colleagues for the efficient, effective and economic operation of the Association.

Staff may be required to undertake a secondment or placement elsewhere, and the Association reserves the right to make such an arrangement where it believes this will benefit the Association.

 Services Centre Call Advisor – Person Specification

	
	ESSENTIAL
	DESIRABLE

	SKILLS AND ABILITIES


	
	

	· Ability to plan, organise and prioritise workload
	X
	

	· Ability to work as part of a team
	X
	

	· Clear evidence of initiative & sound decision making skills
	X
	

	EDUCATION AND EXPERIENCE


	
	

	· Four GCSE/’O’ Level passes Grades A-C or equivalent
	X
	

	· At least 1 years’ experience dealing with incoming and outgoing calls
	X
	

	· At least 1 years’ experience in a computerised office environment.
	X
	

	· Be able to demonstrate good communication skills 
	X
	

	· Experience of working within the housing sector
	
	X

	· ECDL level qualification (or equivalent) or RSA/OCR Stage 1 in Word Processing (or equivalent)
	
	X

	· Experience of working in a customer service call centre environment
	
	X

	PERSONAL QUALITIES


	
	

	· Confident, reliable, common sense and adaptability
	X
	

	· Be self motivated
	X
	

	· Ability to accept responsibilities of post 
	X
	


Thank you for your interest in Choice Housing Ireland Limited.


We look forward to receiving your completed application form and monitoring form.

















