thenue

HOUSING

BACKGROUND INFORMATION

RECEPTIONIST VACANCY

Our Story

Thenue Housing Association is a Registered Social Landlord (RSL) and was formed in 1979.
We have a stock base of 3,000 properties; we own 21 supported housing properties, have
around 54 sharing owners and offer a factoring service to over 800 owner occupiers. Our
housing stock is a mixture of new build houses and flats built between the late 1970s and
the present day, Victorian sandstone tenements including a few listed buildings and 1930s
‘interwar’ flats. They are spread across several locations in Glasgow including Bridgeton,
Calton, Cranhill, Castlemilk, Dalmarnock, Scotstoun, Baillieston and Blackhill.

All our staff are based in the registered office at 423 London Road. We have two
Community Centres (Calton Heritage & Learning Centre and Netherholm Community Hall),
which are managed through our subsidiary Thenue Communities. We employ 78 members
of staff and have Group turnover of over £16.5 million.

Thenue Housing operates a group structure:

¢ Thenue Housing Association Limited: owns the housing, is the parent body with
charitable status. Regulated by the Scottish Housing Regulator.

e Thenue Housing Services Limited: a wholly owned subsidiary company through
which non-charitable consultancy work other housing related activities are
channelled.

e Thenue Trust: aims to attract charitable resources for the communities where
we work.

e Thenue Communities: a charitable subsidiary company that manages our local
community centres providing facilities for learning, training, play or social
events
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BACKGROUND TO THE RECEPTIONIST POST

People and Culture Team

With one of our two part time Receptionists leaving, this has created an opportunity to join
our Team. The post of Receptionist is part of the People and Culture Team that includes a
Manager, 3 Officers, 1 Assistant and our 2 part-time Receptionists.

Receptionist Post

As first point of contact the post has responsibility to greet visitors warmly and professionally,
directing them to the appropriate person or department. Provide general information about
the company and its services to visitors and staff. Managing the reception area, ensuring it is
clean, organised and well-stocked with leaflets.

Telephony
The post has responsibility for the answering, screening, and transferring incoming
switchboard phone calls efficiently and politely.

Administration

As part of the People and Culture Team, the post assists with office management and
administration tasks such as incoming mail, processing forms, typing, ordering office supplies,
data entry, photocopying, scanning, managing e-Reception fire safety software, logging
complaints, logging housing applications, booking meetings and arranging catering.

IT
The post holder ideally will have excellent IT and communication skills and be highly
experienced in using Microsoft Office Suite (Word, Excel, Outlook, Teams) in the workplace.

SALARY AND CONDITIONS

Thenue Housing Association Ltd offers an attractive employee benefits package in accordance
with EVH terms and conditions including:

Salary
The pay band range for the Receptionist is EVH Grade 4, PA9 — PA12 (£24,764 - £28,004) per
annum pro-rata.

Hours of Work

The Receptionist post is being offered as a permanent contract for 28 hours per week, 7 hours
each day, Monday to Thursday. Thursday is an overlap day with the other Receptionist to
allow a weekly catch up and also allow time away from Reception for admin tasks to be
completed.

Checks
Two references and a Basic Disclosure Scotland check will be required for this post.

Holidays

Annual leave entitlement is 25 days plus 15 public holidays per annum pro-rata, in line with
our EVH Statement of Terms and Conditions of Employment. There are an additional 4 days
leave pro-rata through our Hybrid and Flexible First Policy.
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Pensions Scheme

Thenue provides a Defined Contribution Pension Scheme through the Scottish Housing
Association Pension Scheme (SHAPS). Life cover is paid by the association in addition to the
main pension contribution. Automatic enrolment into the pension scheme we provide is
necessary, however, you may opt out if you wish. If you do, we are required to enrol you again
every three years. Additional voluntary contributions can be made too.

Payment of Professional Fees
The Association will re-imburse one set of annual fees paid by employees for membership of
professional institutions when such membership is directly relevant to the work of Thenue.

Prescribed Spectacles
Thenue will contribute £110.59 as of 1 April 2024 towards the cost of prescribed spectacles.

Cycle to Work
Thenue participates in the Government’s ‘cycle to work’ scheme to promote healthier journeys
and to reduce environmental pollution.

THE RECRUITMENT PROCESS

Thank you for taking an interest in Thenue Housing. We hope that a combination of this
introduction to Thenue and the various attachments should help you to learn more about us,
the post available and encourage you to take the next step!

When submitting your completed application, please email to
recruitment@thenuehousing.co.uk. Please include the job title to your subject line.

Complete your Equalities Data Collection Form — click to view

Identification, work eligibility, proof of qualifications, Disclosure Scotland, DVLA and references
will be requested only if you are offered the position. The offer will be subject to satisfactory
checks. Please do not include copies of your qualifications or references with your initial
application.

An application made by a relative of either a current Board member or anyone who has been a
Board member within the last twelve months, cannot be considered and no offer of
employment can be made.

The enclosed person specification lists the minimum essential and desirable requirements for
the post. When shortlisting for interview, the interview panel will not make any assumptions
about the nature of your experience, skills and knowledge. It is therefore important that you
provide detail of your skills and abilities within the application form.

You should consider the relevance of the information supplied in your application form, with
that contained in the person specification and job description. Stating that you meet the
criteria in the person specification alone does not demonstrate this to the interview panel.
You should provide examples and evidence demonstrating your skills and experience.

If you are shortlisted for interview, the interview panel will wish to discuss the areas covered in
the Person Specification in more detail. The questioning at interview will be designed to assess
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further how you meet the criteria in the person specification as well as your commitment to
the values of Thenue.

Please note if you are not asked to interview we are unable to provide feedback to those
candidates that have not been invited to interview.

Thenue Housing Association is an equal opportunities employer and is committed to diversity
in employment. If you are interested in the post and wish an informal discussion with us then
you may contact Arlene Robertson, People and Culture Manager on 0141 550 9535.

Please note that the closing date for receipt of your application is Monday 03 February 2025

at 12 Noon, with interviews scheduled on Thursday 20 February 2025 in person in our office at
423 London Road, Glasgow, G40 1AG.

Communication from Thenue will be via email, please ensure the email address
given is operational and you check your Spam or Trash boxes for responses.
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THENUE HOUSING ASSOCIATION LTD

JOB DESCRIPTION
JOB TITLE: Receptionist
DEPARTMENT: Finance, IT and Corporate Services
SECTION: People and Culture
GRADE: EVH Grade 4, PA9-PA12
ACCOUNTABILITY: People and Culture Manager
STAFF RESPONSIBILITY: None
JOB OUTLINE

1. To provide an efficient, effective and welcoming reception and switchboard service for the Association

2. To undertake administrative tasks as required

3. To assist with the admin of the fire evacuation process for the office(s)

RESPONSIBILITIES AND TASKS

1. To provide a professional, friendly and efficient Reception and switchboard service for the Association

1.1
1.2
1.3
1.4
1.5
1.6
1.7
1.8
1.9

1.10
1.11
1.12
1.13
1.14
1.15

1.16

1.17

Ensure the reception and front office doors are open timeously each working day and secured
each evening

Deal professionally, efficiently and effectively with all personal callers to the office

Deal professionally, efficiently and effectively with telephone callers to the office

Manage the ‘admin’ email inbox and any other email inbox or similar, as required

Ensure the reception area and interview rooms are in a clean, tidy and welcoming condition
and have relevant and up-to-date information available

Assist with the management of our Book Exchange project from our Reception and similar
tenant/community engagement projects, as required

Liaise with the People and Culture Manager on replacing Reception equipment, as required to
ensure standards are maintained

Maintain visitors registers and issuing badges as required

Maintain and assist with the admin of our e-Reception visitors fire register and login process
including managing the calendar, sending invites and log in preparation for meeting within our
office and community centres, as required.

Support visitors to login to our e-Reception ipad or to use QR codes

Accept payments, using Chip ‘n’ Pin or cheques and issue appropriate receipts

Ensure the CCTV monitoring system is operating effectively and assist with CCTV maintenance
visits

Assist with requests to view CCTV from Police, HMRC or other authorised agencies including
requesting authorisation and steps to view, as necessary

Ensure reception and interview room security alarm systems are operational by testing on a
regular basis

Receive any deliveries to reception and ensure they are uplifted promptly by the appropriate
staff member

To assist with the administration of our e-reception fire register including use of the e-
reception App with staff/visitor details during any Fire Evacuation

Provide general information about the company and its services to customers and visitors.



2. To undertake administrative tasks

2.1
2.2
2.3
2.4

2.5
2.6
2.7
2.8

Process incoming mail

Process outgoing mail, if needed

Assist staff with imail or any other mailing related tasks

Assist with admin tasks such as logging complaints, accepting housing applications, as
required

Order Stationery or other office supplies and equipment as required

Organise meetings and order catering etc. for meetings as required

Assisting with administrative tasks such as photocopying and scanning

Any other admin task as required to meet and support the needs of the business

3. Approach to tasks

3.1
3.2
3.3
3.4
3.5
3.6

3.7
3.8

3.9

3.10

3.11

3.12

3.13

4. General

4.1

4.2
4.3

Demonstrate the Association’s values of Passion, Excellence, Respect and Connection

Put the customer first and aim to “go the extra mile”

Display excellent communication skills

Be welcoming and friendly to all customers and staff

Be the frontline, welcoming face of the organisation

Take responsibility for ensuring tasks are completed within agreed timescales and to the
standard expected of the Association

Prioritise your own workload, time and resources to agreed deadlines

Promptly liaise with the People and Culture Manager if workloads become excessive or
unmanageable or agreed deadlines cannot be met

Demonstrate kindness, compassion, empathy to customers and understanding of customers’
needs

Effectively use relevant software for tasks and engage in refresher or new software training as
needed

Be flexible in approach to working hours, helping to cover your Receptionist colleague’s
holidays or other absence.

Be able to cope calmly with competing demands

Professionally engage with and proactively liaise with other sections and departments as
required

Undertake training and attend events and briefings as required

Comply with all Health and Safety requirements

Any other tasks that might from time to time be required in line with the needs and objectives
of the Association’s business

Arlene Robertson
People and Culture Manager
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THENUE HOUSING ASSOCIATION LTD

PERSON SPECIFICATION — RECEPTIONIST JANUARY 2025

E = Essential
D = Desirable
EXPERIENCE, ABILITES AND SKILLS:
Significant Receptionist experience a busy office or corporate E
environment, greeting visitors warmly and professionally, directing them
to the appropriate person or department.
Social housing association Receptionist experience. D
Significant experience in answering, screening, and transferring incoming | E
business phone calls, calmly, confidently, efficiently and politely.
Significant experience of assisting with administrative tasks across the D
business (such as typing letters, reports, logging complaints and other
data entry tasks, ordering stationary, photocopying, scanning of housing
applications for customers etc.)
Possess proven, excellent customer service skills and professional telephone E
manner.
Significant experience of managing Reception areas ensuring they are E
tidy and organised, suitable for customers.
Experience of receiving, sorting, and distributing mail, packages, and D
deliveries.
Proven ability to prioritise tasks with ease, use initiative and work E
independently in the workplace.
Significant experience of managing visitor access by issuing badges and D
assisting with the management of office fire safety and security
protocols.
Experience of organising and managing set up for meetings. D
Be willing to learn and attend training as required. E
Experience of taking and processing rent payments from tenants and D
owners.
Possess proven ability to multi-task and meet deadlines in the workplace. | E
Be flexible and willing to work extra hours to cover for other D
Receptionist’s leave and training days.
Be adaptable and willing to work on non-working days to attend staff E
days and training, as required
BEHAVIOURS
Positive, confident and proactive approach. E
Flexible and approachable manner, keen and willing to go the extra mile. E
Warm, friendly and able to develop good working relationships with a wide E
range of people.
Respectful, treating everyone fairly and equally. E
Calm under pressure and comfortable working in a busy environment. E
Diplomatic, tactful and able to keep information confidential. E




THENUE HOUSING ASSOCIATION LTD

CUSTOMER PRIVACY NOTICE

This notice explains what information we collect, when we collect it and how we use this. During the course
of our activities we will process personal data (which may be held on paper, electronically, or otherwise)
about you and we recognise the need to treat it in an appropriate and lawful manner. The purpose of this
notice is to make you aware of how we will process your information.

Who are we?
Thenue Housing Association is:

A Scottish Charity (Scottish Charity Number SC032782);
A registered society under the Co-operative and Community Benefit Societies Act 2014 (No 1933R(S));

and having our Registered Office at:

423 London Road, Glasgow, G40 1AG

We take the issue of security and data protection very seriously including compliance with the UK General
Data Protection Regulation (UK GDPR), the UK Data Protection Act 2018, and the Privacy and Electronic

Communications Regulations, together with any domestic laws subsequently enacted.

We are notified as a Data Controller with the Office of the Information Commissioner under registration
number 25976217 and we are the data controller of any personal data that you provide to us.

Our Data Protection Co-ordinator is the People and Culture Manager, DPO@thenuehousing.co.uk, 0141
550 3581. Any questions relating to this notice and our privacy practices should be sent to the People and
Culture Managerat the details above.

Our Data Protection Officer is provided by RGDP LLP and can be contacted either via 0131 222 3239 or
info@rgdp.co.uk

How do we collect information from you?
We collect information about you:

e when you apply for housing with us, become a tenant, request services / repairs, enter into a
factoring agreement with ourselves, or otherwise provide us with your personal details

e when you apply to become a member;

e when you contact us, by whatever means, whether to report any tenancy / factor related issues,
make a complaint or otherwise;

e when we contact you, by whatever means, whether to investigate any tenancy / factor related
issues, make a complaint or otherwise; from your arrangements to make payment to us (such as
bank details, payment card numbers, employment details, benefit entitlement and any other
income and expenditure related information);

e from your responses to satisfaction surveys; and

e From your use of our online services, including social media
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What information do we collect?
We may collect the following information from you:

o Name;

e Address;

e Telephone number;
e E-mail address;

e Date of Birth;

e Gender;

e Signature;

e Ethnicity;

e Disability information;

e Religion

e National Insurance Number;

e Housing Benefit or Universal Credit registration No
e Next of Kin;

e Bank details;

e Employment details;

e Dependents details, including name, address, date of birth, National Insurance number, gender,

disabilities, economic status, relationship to tenant, telephone number, e-mail address;
Photographs and associated Permission forms;

CCTV images;

Sound recording data;

Account information;

Information provided or collected in investigating a complaint;

Information provided or collected in investigating an anti social behaviour issue;
Information provided or collected to assist with tenancy sustainment; and

Information provided or collected to inform our decision as to whether a two person visit is
required.

We may also record factual information whenever you contact us or use our services,
as well as information about other actions we take, so that we have an accurate record
of what happened.

We may receive the following information from third parties:

e Benefits information, including awards of Housing Benefit/ Universal Credit

e Payments made by you via bank transfer, Allpay or any other method

e Complaints or other communications, regarding behaviour or other alleged breaches of the terms
of your contract with us, including information obtained from Police Scotland & Community Safety
Glasgow

e Reports as to the conduct or condition of your tenancy, including references from previous
tenancies, and complaints of anti-social behaviour

e Information relating to any homeless application you may have submitted, supplied by the relevant
local council

e Information from health or social work services in relation to your tenancy or housing application

e Updated information received by our contractors and suppliers who have undertaken works on our
behalf

e Information in relation to health and wellbeing following responses to alarm call outs from our
alarm contractors, Scottish Fire and Rescue Service and the relevant Local Authority

e Legal advisors

e Health professionals
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Local authorities

Charities

MPs, MSPs and Councillors
Other registered social landlords
Utility companies

Household members

How will we use your information?

We need your information and will use your information:

to undertake and perform our obligations and duties to you in accordance with the terms of our
contract with you;

to enable us to supply you with the services and information which you have requested;

to enable us to respond to your repair request, housing application and complaints made;

to contact you for your views on our products and services.

to contact you in order to send you details of any changes to our services or supplies which may
affect you;

to perform our public task in relation to provision of secure tenancies and for the alleviation of
homelessness

to analyse the information we collect so that we can administer, support and improve and develop
our business and the services we offer; and

for all other purposes consistent with the proper performance of our operations and business.

When you visit our website
We may collect personal information about you, if you:

pay your rent;

pay your factoring bill;

report a repair to us;

make a complaint to us;

complete and submit a “contact us” form;

We may use this personal information to:

provide you with the services that you have requested from us;

communicate with you, including in response to any of your enquiries;

improve our services and respond to changing needs;

process your rent payments;

carry out repairs to your property;

handle and resolve complaints made by, or, against you;

keep the personal information that we hold about you accurate and up-to-date (if you provide any
new personal information to us via the website); and

signpost you to organisations that can offer benefits and debt advice and support

To provide you with translation services where you require it

Visiting our premises
When you visit one of our premises, we may record your name in our signing-in register. Your image may
be captured by our CCTV cameras. Notices are available where the cameras are in operation.

If you are a business contact

We may collect your business contact details such as your name, business address and business e-mail and
your company’s bank account details. If you are a sole trader this may be your personal details which will
be treated in accordance with this notice.
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If you apply for a job with us

We will ask for your contact details, previous employment history and qualifications.

We may collect details of ethnicity and disability — for equalities monitoring and so that we can make any
appropriate adjustments to accommodate you through the recruitment process.

What are the legal bases for us processing your personal data?
Data protection law requires us to rely on one or more lawful grounds to process your personal
information. We consider the following grounds to be relevant:

Performance of a contract
Where we are entering into a contract with you or performing our obligations under it, such as when you
have a Tenancy or Factoring Agreement with us.

Performance of a task in the public interest

Where we provide housing services in relation to:

(a) the prevention and alleviation of homelessness,

(b) the management of housing accommodation where we have granted a Scottish secure tenancy

Legal obligation
Where necessary so that we can comply with a legal or regulatory obligation to which we are subject, for
example where we are ordered by a court or regulatory authority like HMRC.

Vital interests

Where it is necessary to protect life or health (for example in the case of medical emergency suffered by an
individual on our premises) or a safeguarding issue which requires us to share your information with the
emergency services.

Consent

Where you have provided specific consent to us using your personal information in a certain way, such as
to send you email, text and/or telephone marketing. This is also the basis for you giving permission for
photography at our events.

Legitimate interests
Where it is reasonably necessary to achieve our or others’ legitimate interests (as long as what the
information is used for is fair and does not duly impact your rights).
We consider our legitimate interests to be for running Thenue Housing Association. For example to:
e provide our services;
e run our business, for example, processing financial transactions for payment of our suppliers and to
invoice our contractors
e recruit staff
e protect our staff and customers and assist with the prevention and detection of crime
e monitor who we deal with to protect our Association against fraud, money laundering and other
risks;
e enhance, modify, personalise or otherwise improve our services /communications for the benefit of
our customers; and
e Detter understand how people interact with our website.
e use CCTV for the prevention and detection of crime, and for the safety and security of staff,
tenants, and other persons, including visitors to Thenue HA premises

When we legitimately process your personal information in this way, we consider and balance any potential
impact on you (both positive and negative), and your rights under data protection laws. We will not use
your personal information where our interests are overridden by the impact on you, for example, where
use would be excessively intrusive (unless, for instance, we are otherwise required or permitted to by law).
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Processing special category personal data

Special categories of personal data means information about your racial or ethnic origin; political opinions;
religious or philosophical beliefs; trade union membership; health; sex life or sexual orientation; criminal
convictions, offences or alleged offences; genetic data; or biometric data for the purposes of uniquely
identifying you.

When we process sensitive personal information, such as health information, we require an additional legal
basis to do so under data protection laws, so will either do so on the basis of your explicit consent or
another route available to us at law (for example, if we need to process it for employment, social security
or social protection purposes, your vital interests, or, in some cases, if it is in the public interest for us to do
so).

Who might my data be shared with, or seen by?

The information provided to us will be treated as confidential and will be processed only by our employees
within the UK. We may disclose your personal data to any of our employees, officers, contractors, insurers,
professional advisors, agents, debt collection agencies, suppliers or subcontractors, government agencies
and regulators and healthcare providers insofar as reasonably necessary, and in accordance with data
protection legislation.

We also disclose your personal data:

e  With your consent;

o If we enter into a joint venture with or merged with another business entity, your information may
be disclosed to our new business partners or owners

e If we instruct repair or maintenance works, we may disclose any relevant information required for
the contractor to carry out the work

e If we are investigating a complaint, information may be disclosed to Police Scotland, Local Authority
departments, Scottish Fire & Rescue Service and others involved in any complaint, whether
investigating the complaint or otherwise

e If we are updating tenancy details, we may disclose any relevant information to third parties (such
as utility companies and Local Authority)

e Your information may be shared with our solicitors and auditors and Data Protection advisers

e If we are investigating payments made or otherwise, your information may be disclosed to
payment processors, solicitors, debt recovery agents, Local Authority and the Department of Work
& Pensions

e If we are conducting a survey of our products and/ or service, your information may be disclosed to
third parties assisting in the compilation and analysis of the survey results

e Your data (hame and address) may be shared with organisations who deliver mail on our behalf

e Your data may be shared with the Department of Work and Pensions, Local Authorities or any
other relevant department to facilitate the payment of any benefits or if required to assess your
housing needs

e Asrequested by the local authority with regards to the processing of council tax or electoral
registrar

e If requested by an emergency service

e If you are using an advice or advocacy service (such as a solicitor, advice agency or welfare benefits
advisor) we will share relevant information with them where it is necessary to progress your case.

e When required to do so for legal or regulatory reasons, for example to the Health and Safety
Executive or Scottish Public Services Ombudsman. Where we share your information with our
photographer to allow photos to be taken for our newsletter and website

Unless required to do so by law, we will not otherwise share, sell or distribute any of the information
provided to us without consent.
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Transfers outside the UK and Europe
Customer information will only be stored within the UK and EEA (European Economic Area) except where
international transfers are authorised by law.

Security

When you give us information, we take steps to make sure that personal information is kept secure and
safe. All data is held in accordance with Thenue’s Data Protection Policy, a copy of this is available on our
website and from our office.

How long will we keep your information?

We review our data retention periods regularly and will only hold personal data for as long as is necessary
for the relevant activity, or as required by law (we may be legally required to hold some types of
information), or as set out in any relevant contract we have with you.

Data retention guidelines on the information we hold are available. We will generally keep your
information for the minimum periods set out in the guidelines after which this will be destroyed if it is no
longer required for the reasons it was obtained.

What are your rights?

You have the right at any time to request to exercise your data subjects’ rights in relation to the following:

e Theright to be informed — covered by this privacy notice

o The right of access — to request a copy of your personal information and to check that we are
holding and using it in accordance with legal requirements.

e The right to rectification - correction of any incomplete or inaccurate personal information that we
hold and use about you, there may be instances where it is not appropriate to rectify information,
for example, if something was done incorrectly but identified and the correct cause of action taken,
the record would show the full picture so would be accurate

e Theright to be forgotten — to request deletion of your personal information where there is no good
reason for us continuing to hold and use it,if there is a legal obligation to keep the information then
this does not apply, for example, where there is a contractual obligation to keep the information

e You also have the right to ask us to do this where you object to us holding and using your personal
information (details below).

e The right to restrict processing — to 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, this is not an
absolute right and only applies in certain circumstances, for example, where the processing is
unlawful or we no longer need the data for the purpose of the processing.

e The right to data portability — to request the transfer of your personal information to another
organisation, where you have provided the information to us electronically.

e The right to object to processing - You can also object to us holding and using your personal
information where our legal basis is a legitimate interest (either our legitimate interests or those of
a third party), including the right to object to direct marketing.

e Rights in relation to automated decision making and profiling

If you would like to exercise any of your rights above please contact us at DPO@thenuehousing.co.uk .

We will respond without delay and within one month of your request in writing.
You will not have to pay a fee to access your information (or to exercise any of the other rights). However,
we may charge a reasonable fee if your request for information is clearly unfounded or excessive.

Alternatively, we may refuse to comply with the request in such circumstances.

You also have the right to complain to the Information Commissioner’s Office in relation to our use of your
information. The Information Commissioner’s contact details are noted below: The Information
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Commissioner’s Office Wycliffe House, Water Lane, Wilmslow, Cheshire, SK9 5AF Telephone: 0303 123
1113 Website: https://ico.org.uk/make-a-complaint/

The accuracy of your information is important to us - please help us keep our records updated by informing
us of any changes to your email address and other contact details.

Changes to this Privacy Notice

Thenue Housing Association reserves the right to update this privacy notice at any time and will provide
you with a new notice when making any substantial updates. We may also notify you in other ways from
time to time about the processing of your personal data.
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