
 

 

 
 
 
 
 

 
JOB TITLE:   Customer Service Advisor 
 
DEPARTMENT:  Customer Service Centre 
 
GRADE:   Scale 3 
 
ACCOUNTABLE TO:            Customer Service Manager 
 
LOCATION:                           City Offices or any other location of the City Council  
 
POST OBJECTIVE 
 
To be one of a number of Customer Service Advisors within the Winchester City Council 
Customer Service Centre responding to customers through a variety of channels including 
telephone (both inbound and outbound), internet, personal visits to the council offices and 
written correspondence as appropriate.  
 
SPECIFIC TASKS: 
 

1. Responsible for processing and resolving customer enquiries covering a range of 
services, identifying and understanding customer needs. 

 
2. To provide the first point of customer contact, answering customer enquiries through a 

range of contact channels including telephone, e-mail, web and face to face in our 
reception. 

 
3. Carry out general administrative duties daily ensuring that the Council is represented in 

a professional and polite manner throughout. 
 

4. Carry out reception cover duties as and when required by the Manager (at least once a 
week). 

 
5. Provide accurate information on services to ensure consistency across the organisation 

and provide a reliable and trustworthy customer service. 
 

6. Operate and maintain customer related information systems to the required standards to 
process work, maintain accurate records and access information. 

 
7. Work as part of the Customer Service Centre team and with colleagues in associated 

departments to deliver solutions to customer enquiries. 
 
      8. Take part in team briefings, training and on-going coaching sessions. 
 

JOB DESCRIPTION 
 

 



      9. Liaise with the Team Manager to support the identification of training needs for     
Customer Service Advisors 
 
     10. Provide support and assistance to new or temporary staff and work experience    
placements. 
 
11. Actively promote products and services offered by Winchester City Council including any 
new initiatives. 
 
12. To undertake such other duties as determined by the Customer Service Centre Manager 
commensurate with the grade of the post, the abilities of the post-holder and the general post  
objective. 
 
 

Health and Safety 
 
Every employee while at work has a duty to take reasonable care of their own health 
and safety and that of other persons who may be affected by his/her acts or omissions 
at work - Health and Safety at Work Act 1974. 
 
Equality 
 
Winchester City Council bases its employment practices on the concept of equal 
opportunity.  As an equal opportunity employer, the Council opposes all forms of 
discrimination or unfair treatment on the grounds of gender, marital status, race, colour, 
nationality, national origin, ethnic origin, religious belief, sexual orientation, disability or 
age. No employee or job applicant will be disadvantaged by any condition or 
requirement which cannot be shown to be justifiable. 
 
Safeguarding 
 
Winchester City Council has a responsibility to safeguard and promote the welfare of 
children and vulnerable adults. The post holder will undertake the appropriate level of 
training and is responsible for ensuring that they understand and work within the 
safeguarding policies of the organisation. 
 
 



 
 
 
 
 
 
JOB TITLE Customer Service Advisor POST NUMBER: 

523 
 

 

DEPARTMENT: Customer Service Centre DATE: June 2025 
 
 

Requirements  Weight-
ing 

Assessment 
Method 

Skills IT skills (knowledge electronic office systems) 3 A&I 

 CRM and contact centre telephony systems experience 2 A&I 

 Able to record and update data on systems 3         A&I 

 Able to use tact and diplomacy when dealing with customers 
through any contact channel 

3 I 

 Able to elicit information from customers to ensure enquiries 
are dealt with appropriately and to provide clear, confident 
explanations to customers and colleagues 

3 I 

 Literacy and numeric skills 3 A 

 Able to take and process payments 3 A 

Experience Experience of working in a busy customer facing environment 2 A&I 

 Delivering excellent customer service through a variety of 
contact channels 

2 A&I 

Personal 
Qualities 

A good team player, able to impact positively a team 
environment 

3 A&I 

 Able to solve problems and clearly and concisely share and 
exchange information 

3 A&I 

 Self- motivated and flexible in approach 3 A&I 

 Able to work on own initiative 3 A&I 

 Demonstrates a calm manner and an ability to handle difficult 
situations 

 A&I 

 Able to demonstrate a positive attitude and able to work in a 
change environment. 

3 A 

Qualifications 4 GCSEs (inc English & Maths at grade c or above) or 
equivalent experience 

3 A 

 

 

 
 
 
 
 
 

PERSON SPECIFICATION   
 

Assessment 
 
Application Form  A Interview I Tests    T 
References  R Presentation  P Evidence of Qualifications  Q 

Weighting 3 – Essential for the successful performance of the job  
2 – Desirable but can be achieved through on the job training or experience 
1 – Useful but not essential for successful performance of the job 

 


