
JOB SPECIFICATION

JOB DESCRIPTION

JOB TITLE:
Customer Service Adviser
SERVICE AREA:
HR & Customer Services
SECTION:
Customer Services
GRADE:
10

RESPONSIBLE TO:
Team Leader
RESPONSIBLE FOR:
No one
MAIN PURPOSE OF JOB:

To provide a one-stop enquiry service for customers of the Council calling in personally, or contacting by phone, fax, e-mail or other channels as appropriate.   Following enquiries through to completion wherever possible and delivering the service to the best possible standards of customer care.   

MAIN DUTIES:

1. To receive and assist customers visiting, phoning and e-mailing the Council and to respond to a wide and diverse range of enquiries.   To take responsibility for obtaining the information necessary to process an enquiry, aiming to resolve enquiries in full whenever possible and only escalating it to others where this is appropriate.

2. To make sure all customers are dealt with quickly and effectively, working to the Council’s response targets and the standards of customer care specified in the Customer Service Strategy, making sure a contact name is provided and advising of any proposed follow-up action and timescales.

3. To operate, as rostered, on either the phone work stations, front service desks, area offices or meet and greet desk, as daily demand requires.

4.
To use comprehensive IT systems to manage and record enquiries, retrieve information and access administrative systems in Council departments. 

5.
Collect and handle payments made for Council services, including cash payments, in accordance with Council procedures.

6. 
Undertake any follow-up administrative work associated with the operation of the Customer Service Centre.

7.
Update Customer Service Centre information systems as required.

8.
Contact customers on a variety of matters as directed, including return calls and customer surveys.

9.
Undertake regular training within each service area and section to expand and update knowledge of Council operations.

10.
Actively keep up to date with organisational changes and developments in order to provide accurate and up to date information to customers.  

11.
Report faults and make suggestions for further improvement in IT and other systems in light of experience.

12.
Contribute to maintaining an attractive, welcoming and safe physical environment for visitors to the Customer Service Centres.

13.
At all times to act as an ambassador for the Customer Service Centre and Hertsmere Borough Council, assisting communications and/or liaison with staff in service areas, sections, senior management, councillors, members of the public and other agencies, and to influence ongoing customer relationship management across the organisation.

14.
To safeguard children, young people and adults at risk and make referrals to the appropriate agency.

PERSON SPECIFICATION

	Criteria
	Essential or Desirable
	Method of Assessment

	Education and Training

NVQ or equivalent in customer care
	D
	Application form



	Relevant Experience

Experience of dealing with the public in a customer service environment, ideally with a range of complaints and sensitive issues or working in a helpdesk environment.

Experience of using PCs to input and extract information from multiple areas, ideally using Windows based IT systems

Experience of working in a complex and changing environment
	E

E

D
	Application form/Interview

Application form/Interview

Application form/Interview




	Criteria
	Essential or Desirable
	Method of Assessment

	Knowledge

Good local knowledge

A good understanding of equal opportunities and diversity.
	D

E


	Application form/Interview

Application form/Interview

	Skills and Abilities

Tact, diplomacy and excellent interpersonal skills are essential, together with a confident personality, customer-focused attitude and the ability to work under pressure.

Methodical approach to work, good organisational skills and good written English.

Ability to gather information from a variety of sources as part of the customer enquiry process, drawing accurate conclusions and providing clear advice and guidance to customers.

Good listening and questioning skills.

Excellent communication skills, and the ability to deal with customers whose first language is not English or who have communication difficulties arising from disability.

Ability to deal calmly and sensitively with customers whose behaviour may be emotional, challenging, threatening or abusive.

Good team working skills and a commitment to sharing information and supporting other team members.


	E

E

E

E

E

E

E


	Application form/Interview/

Skills Test

Application form/Interview/

Skills Test

Interview/

Skills Test

Interview/

Skills Test

Application form/Interview

Interview/

Skills Test

Application form/Interview




	Criteria
	Essential or Desirable
	Method of Assessment

	Other Attributes

The work requires dexterity and hand-eye co-ordination at a level sufficient to be able to operate a keyboard with a high degree of speed and accuracy in combination.

The work will often require the postholder to operate in a fixed position for extended periods of time on a rota basis (within appropriate health and safety requirements) while at reception areas or call centre as required.

Well presented, of smart appearance and required to wear the corporate uniform.


	E

E

E
	Application form/

Skills Test

Interview/medical assessment

Interview


COMPLEXITY AND CREATIVITY 

The aim is to provide a seamless service to the customer and as such the postholder needs to be able to retain and disseminate a large quantity and diverse range of information.  Enquiries have to be responded to at source and, therefore, a flexible approach to finding a solution is required.  Analytical skills, initiative and empathy have to be used to assist the enquirer and still maintain the Council’s position. 

The postholder will need a broad knowledge of all of the Council’s services and associated policies, practices and procedures. They will need the ability to grasp varied and complex information.

When carrying out their job the postholder will need to use a variety of skills. They will need to be able to give a premium service while communicating effectively by telephone, by e- mail and on a face to face basis.

 JUDGEMENT AND DECISIONS

Postholders need to be able to make responsive, well-informed decisions often dealing with unique situations and therefore need a confident grasp of the services provided by the Council and other agencies.

Postholders need to work on their own initiative and to follow a variety of tasks through to conclusion. They need to be able to respond independently to unanticipated and unexpected problems that will arise in the reception area.

They will follow up on customer enquiries with other colleagues as necessary, seeking support or advice from management only on matters of resource, policy or other matters outside their own authority.

CONTACTS (INTERNAL 20% EXTERNAL 80%)

Internal:
Officers, including Senior Managers and Directors to pass on complex enquiries, ascertain information and explain circumstances/procedures.  This could be by telephone or face to face.  Postholders are required to establish good links/relationships with other units for the benefit of the service.

External:
Any visitor or caller to the offices where the postholder is required to listen to the enquiry, analyse situations and deliver the appropriate information or advice.  These visitors may include representatives from other organisations.

SPECIAL FEATURES

1. Postholders will be exposed to a high profile on a daily basis and must be able to maintain a professional and friendly manner showing tact, sensitivity and understanding at all times.  Flexibility is key to the smooth running of the Customer Service Centre where the ability to move to a different location or change of working hours at short notice is essential.

2. Postholders will be expected to treat all information acquired through their employment both formally and informally, in strict confidence.  There are strict rules and protocols defining employees’ access to and use of the Council’s databases.  Any breach of these rules and protocols will be subject to disciplinary investigation.  There are internal procedures in place for employees to raise matters of concern regarding such issues as bad practice or mismanagement.

3. Flexi time working does not apply to this post due to the need to operate the service at specific opening times.  Contracted hours of work will be worked on a rostered basis between the hours of 9.00 am and 5.15 pm (5.00 pm on Friday); exact times to be agreed with the manager.  Hours of work and rostered times may be varied from time to time by the Council following consultation and appropriate notice in order to satisfy service requirements.  Some Saturday and evening work on a rota basis may be required in the future.  In order that as much flexibility should be available to staff as possible, within the requirement to operate the service to meet workload peaks and troughs, staff may exchange rostered working periods with the agreement of their colleagues and manager.

4. A 15 minute break should be taken away from the workstation in the morning and again in the afternoon.  Eating or drinking will not be permitted at workstations but facilities will be available near the work location for drinks to be taken between formal breaks.  It is expected that smoking breaks will be taken only during the formal rest breaks.

5. A uniform will be provided by the Council, which must be worn at all times during working hours.  Staff will be responsible for keeping their uniform clean and presentable.
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