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PERSON SPECIFICATION

Job Title:   Customer Services Advisor 
Service:     Central – Customer Services   

	ATTRIBUTE


	ESSENTIAL
	DESIRABLE

	Educational,
Skills

	· Educated to GCSE standard or     equivalent with minimum C grade in Maths and English
· Local knowledge of Tonbridge and the   wider area
· Ability to demonstrate a professional but empathetic approach to Customers
· *Fire Warden training (the candidate will be required to become a fire warden)
	· NVQ or equivalent in Customer Services
· *Working experience in Tourism
· Knowledge of Council Services


	Experience


	· Experience  in providing a customer focussed, high quality, front-line public enquiry service (face-to-face, by telephone, or by electronic communication)
· Experience of working with difficult customers and handling complaints
· IT literate with proficient computer skills in data entry and information retrieval, with the ability to maintain effective customer contact at the same time, (face-to-face, or by telephone) even in situations where systems fail
· Proficient in the use of MS Word and Excel, email and internet
	· Experience of working at a Historical monument
· Experience of working in a multi transactional call centre
· *Working knowledge of how to operating a shop till system along with an understanding of this type of work

	Competency


	· Self motivated and resilient

· Confident and conscientious 
· Willingness for continuous personal development, attending training sessions when appropriate

· Ability to work flexibly

· Ability to empathise with customers showing also tact and diplomacy
· Ability to work as part of a team to achieve team objectives

· Ability to use initiative and problem solve

· Commitment to the delivery of high quality Customer Services
· *Candidate will be expected to work weekends and occasional bank holidays on a rotational basis

	Other
	· Be open to new ideas, concepts and ways of work8ing

· Understanding of Equality and Diversity issues
· Understanding of Data Protection

* These elements are site specific and will only relevant if applying for a post based at Tonbridge Castle


