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Role Details  

Role Title Customer Service Co-

Ordinator (4 on 4 off) 

Section Contact Centre 

ivision  Support Service  Report To Contact Centre Lead 

Grade/Salary SCP23-26 (£33,417 - 

£35,477) 

Date Completed September 2026 

Company Overview  

City Building provides a range of repairs and maintenance, manufacturing, construction and 

refurbishment activities for Glasgow City Council and Wheatley Housing Group’s citizens and 

customers as well as other public, private and third sector organisations. 

 

City Building operates both the largest construction craft apprenticeship programme in Scotland, and 

Royal Strathclyde Blindcraft Industries (RSBi), one of the largest supported manufacturing 

businesses in Europe, around 200 people, more than 50% of whom have a disability. 

 

Our accreditations include, ISO45001, ISO 14001 and ISO 9001:2015. We are current recipients of a 

Queen’s Award for Enterprise Promoting Opportunity and Investors in Young People Platinum award. 

Both these accolades recognise our focus on investing in and growing a skilled staff base. 

 

Our Values 

 

Excellence:   to deliver quality in everything we do. 

 

Honesty:       to be open, honest and transparent with all 

                     stakeholders, promoting partnerships and 

                     sustainability. 

 

Trust:           to be trusted by our employees, clients and partners. 

 

Inclusion:    we are a welcoming, diverse and supportive organisation, 

                    that supports all to reach their full potential by building trust. 

 

Community: to play an important role in the communities of Glasgow we 

                    serve. Providing first class services together with jobs and 

                    training opportunities for local people. 

 

Ambition:    to build a culture of excellence, through continuous improvement to 

                   deliver outstanding services for all of our customers. All whilst being an 

                   employer of choice within the city providing high quality and skilled jobs. 

 

Our Vision 

 

Our residents, customers and partners will recognise us as delivering outstanding levels of customer 

focus, quality and value. We will play a key role in supporting our members to address our common 

priorities through our unwavering focus on resident/customer resident satisfaction, resident 

/customer value and resident/customer trust. In doing so we will be recognised by our residents, 

customers and partners as playing a significant role in making Glasgow a great place to live. 
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Role Summary  

The Customer Service Co-Ordinator is a key member of the Contact Centre and is responsible for 

delivering excellent standards of customer care and professionalism through the provision of an 

effective and efficient call handling service in support of business objectives. 

 

This includes handling customer enquiries and raising repair requests through the Servitor system for 

Housing Association clients, Glasgow City Council departments, ALEOs, and stair and backcourt 

lighting repairs and enquiries.   

 

In addition, you will liaise with front line repair operatives for “no entries” for repairs/services, 

including logging no access card numbers in the servitor system and liaising with the Tenant or 

Housing Association to ensure appropriate arrangements are made with the customer to re-schedule 

the repair to suit their needs. 

 

You will assist in the processing of customer enquiries efficiently and effectively ensuring that all 

operating and quality standards are adhered to safeguard the interests of the LLP at all times.  

 

You will have responsibility for managing and maintaining the Contact Centre inbox and will liaise 

with various divisions across the business to ensure the effective resolution of enquiries and service 

requests. 

 

You will add value to the business, providing support to the Contact Centre and have specific 

responsibility for all administration, monitoring arrangements and customer service functions as 

directed within the business. 
 

At the date of preparation this role profile provides a comprehensive overview of the position. It is not an 

exhaustive list of all possible duties, and it is recognised that this role may evolve over time. Consequently, this 

is not a contractual document, and the post holder will be required to perform any other duties to the equivalent 

level that are necessary to fulfil the purpose of the job. 

Role Outputs 

Role Output: Includes the Requirement to: 

Customer Interaction and 

Inquiry Handling 

− Responding to incoming calls, and emails regarding repairs, 

maintenance issues, and emergency work. 

− Effectively diagnosing and categorising customer issues or 

emergencies. 

− Collecting relevant details from customers to accurately log the 

nature of the repair or maintenance request. 

− Offering clear and concise information to customers about the 

status of their repair or maintenance requests, including 

expected timelines or availability of operatives. 

Request Logging and Data 

Entry  

− Accurately input repair and maintenance requests into the 

Servitor and DRS system. 

− Categorising and prioritising requests based on urgency, such as 

emergency work requiring immediate attention versus routine 

repairs or maintenance. 

− Generating work orders for the appropriate internal team or 

contractors, ensuring they include all relevant information (e.g., 

service type, customer details, and access instructions). 

Problem-Solving and 

Customer Support 

− Addressing any customer complaints or issues that require 

escalation, ensuring appropriate referrals. 

− If applicable, suggesting troubleshooting steps or temporary 

solutions (for non-urgent issues) while waiting for repairs or 

maintenance to be completed. 

− Providing updates as required ensuring customers are informed 

of the progress or status of their request, particularly for 

emergency work where urgency is key. 

Emergency Work Handling  − Identifying when a request qualifies as an emergency and 

requires immediate response, such as during a burst pipe, fire 

risk, or electrical failure. 
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− Expediting emergency work orders and ensuring the customer 

receives the required support quickly, liaising with emergency 

service teams if needed. 

− Providing empathetic and calm assistance during high-pressure 

scenarios, ensuring customers feel supported. 

Compliance with 

professional, regulatory, 

statutory, and corporate 

requirements. 

− Comply with and implement all City Building Policies and 

Procedures.  

− Act ethically and with integrity. 

 

Health and Safety  − To carry out work in accordance with the Health and Safety at 

Work Act 1974 

− To ensure that all Health and Safety requirements are adhered. 

− Report all Incidents and Accidents at the earliest opportunity. 

− Ensure a safe working site at all times. 

− Ensure wellbeing is a priority. 

Key Behaviours and Competencies  

Our Customer Service Co-Ordinator (4 On 4 Off) will demonstrate the following behaviours 

and competencies: 

Behaviours and 

Competencies: 

Includes the Requirement to:  

Empathy and Customer-

Centric Approach  

− Demonstrate empathy by understanding the customer's 

emotional state and situation, especially in stressful or 

emergency scenarios. 

− Pay full attention to customers, ensuring they feel heard and 

understood. Respond appropriately to customer concerns and 

requirements. 

− Maintain composure when dealing with difficult or frustrated 

customers, providing reassurance and support throughout the 

process. 

− Maintain composure and deliver quality service even when 

dealing with high-pressure or emergency situations. 

Technical Aptitude  − Demonstrate a sound understanding of common repair and 

maintenance issues to accurately log requests and communicate 

effectively with customers and operational teams. 

Communication and Client 

Interaction  

− Foster positive relationships with customers, provide a clear 

understanding of repairs and maintenance, and maintain a high 

level of customer satisfaction whilst arranging repairs and 

service requests. 

− Uses clear, simple, and jargon-free language when explaining 

processes, expected timelines to customers. 

− Maintain a professional manner, even in difficult situations, 

ensuring that the customer feels valued. 

Attention to Detail − Ensure all repair and maintenance details are recorded 

accurately in the system, minimising errors that could impact 

the scheduling or execution of work. 

− Capable of inputting detailed customer and work order 

information quickly and accurately into our Servitor and DRS 

Systems. 

− Ensure that all customer interactions are properly documented 

for future reference, audit purposes, and follow-up actions. 

Trust and Confidentiality − You must ensure that any sensitive information is handled 

confidentially and responsibly.  

− Build and maintain trust with all stakeholders by consistently 

handling confidential matters with professionalism and respect.  
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Ethical and Professional 

Integrity  

− Able to demonstrate honesty and transparency in all professional 

dealings.  

− Adhering to high ethical standards, maintaining the reputation of 

the organisation, and ensuring the confidentiality of sensitive 

information.  

Person Specification  

 

You will be an experienced call handler operative with excellent interpersonal and communication 

skills. You will be an experienced customer service professional with excellent communication and 

interpersonal skills. You will be customer focused and proactive in delivering a high standard of 

service to customers, clients and stakeholders, supporting the achievement of City Building's 

objectives. 

 

You will have experience working within a busy contact centre or customer service environment and 

will possess a good understanding of repairs administration, appointment scheduling and customer 

enquiry handling. Experience of working with business systems and maintaining accurate records is 

essential. 

 

You will be capable of managing competing priorities, working effectively as part of a team and 

maintaining service delivery standards in a fast-paced environment. You will demonstrate 

professionalism, integrity and a commitment to continuous improvement in all aspects of your work. 

 

You will represent the interests of the organisation at all times and will be committed to your own 

personal development and contribution to the success of the business. 

 

Requirements  

Qualifications/Licence/Certification/Experience level…  

 

− Proven experience in a customer service or contact centre environment.  

− Experience of handling high volumes of telephone and email enquiries.  

− Experience of using computerised administration systems.  

− Strong communication and customer service skills. 

 

Interdependencies   

 

− Customer Service Co-Ordinators (4 on 4 off) 

− Customer Service Support Advisors  

− City Building Trades 

− All Customers of City Building 

− All Personnel within City Building, Wheatley Housing Group, and Glasgow City Council 

involved directly or indirectly in the arrangement/monitoring of repairs.    

 

Conditions   

Your normal place of work will be 350 Darnick Street, Glasgow G21 4BA, but City Building has the 

discretion to place you in any establishment within their control. 

 

Your contracted hours of work will be 40 hours per week on a 4 on 4 off basis to be worked to suit the 

needs of the business. 

 

You will operate at all times within the framework of the LLP terms and conditions and with due 

regard to all Health and Safety and welfare legislation. 

 


