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JOB DESCRIPTION

	Date:
	January 2025
	Post No:
	

	Role:
	Customer Services Advisor 
	Grade:
	Grade 4

	Service:
	Central – Customer Services
	Hours:
	

	Reports to:
	Tonbridge Castle, Events & Customer Services Manager


	PURPOSE OF JOB

To work as part of a team providing excellent multi skilled customer service across all access channels (online, web chat, social media, phone, email, face to face (reception) & written correspondence) as well as Tonbridge Tourist Information Centre, Castle Attraction and Conference Centre.  To work as the first point of contact for customers contacting the Council supporting and enabling residents to transact through our digital channels. 
* Certain elements of this role are dependent on your operational location, Kings Hill or Tonbridge Castle




	MAIN ACCOUNTABILITIES

· To provide a welcoming and friendly greeting, inspiring our customers to have confidence in our ability to help
· To promote all digital channels and self-serve options in line with the Council’s Digital programme

· To work across all of our resident access channels on a rotational basis, for example support our social media channels or our various email inboxes.  Based on site location this could also include our Castle Attraction and Conference Centre 
· Adhering to service processes as defined through our delivery procedures and training programme
· Through effective training provide first point resolution on a variety of council services for our residents, i.e. Housing and Homelessness, Council Tax, Housing Benefits, Elections, Parking Services amongst others

· To develop an operational knowledge in respect of the administration of council tax, housing benefit and council tax reduction.  Assisting residents through the process and dealing with all initial contact for these services, where appropriate taking payments for Council Tax and establishing recovery arrangements for outstanding monies owed

· Organise and maintain records and documents using multiple council/service processes and systems

· Identify opportunities to challenge and enhance processes with the aim of improving effectiveness and efficiency of the service and outcomes for the customer.
· Respond to customers feedback and resolve complaints at first point of contact where possible, adhering to the Corporate Complaints procedure for any formal complaints.

· Undertake to record all performance indicators including visitor numbers

· Undertake the training required to update knowledge of council operations, or to increase knowledge and information on new services, systems and procedures as required by the expansion of the services areas
· Accurately update our residents council tax accounts to ensure up to date bill liable parties
· Signpost customers to other organisations or agency websites for further assistance and support, i.e. Citizens Advice Bureau, Porchlight, Valuation Office etc

· * Support the retail service and income generation in regards to our TIC shop ensuring it is kept fully stocked at all times, engage with completing customer surveys and also taking bookings for our function rooms and educational workshops
· * Cash handling and the ability to operate a Quantum till point
· * Support the smooth running of our function room and educational workshop hire by assisting with the set-up and clearing of rooms and notifying of any stock/supplies required to the a senior member of the team
· * Run educational workshops as and when needed
· At all times within the workplace, maintain a neat and tidy appearance, being well groomed and appropriately presented in the agreed standard of dress
· Ensure high standards of cleanliness throughout the building reporting issues with cleaning where necessary, keeping reception tidy at all times
*  These services are based on your operational location
· As a member of the customer services team be able to communicate with our customers at the agreed level
· To comply with the Council’s Equalities Policy for employment and the service delivery and co-operate in measures introduced to implement and monitor the Policy
· To undertake any training and development as required
· To comply fully with the Council’s Health & Safety at Work Policy
· To assist as required in the Council’s Emergency Plan
· To comply fully with the Council’s IT Security Policy
· To comply fully with the Council’s General Data Protection Policy
· To undertake all or a proportion of the above along with other duties commensurate with the grade of the post


Job descriptions are working documents and are not intended to specifically exclude any task which the post-holder might reasonably be expected to undertake

