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ROLE DESCRIPTION

	JOB TITLE
	POST NUMBER

	Technical Support Assistant
	H2011, H2012, H2016, H2017

	GDIRECTORATE
	LOCATION

	Planning & Environmental Services
	Wealden Council Offices/Remote

	GRADE
	OTHER ALLOWANCES

	WDC 2
	N/A

	KEY WORKING RELATIONSHIPS
	INTERNAL/EXTERNAL

	Who will I be working with?














How will I be interacting with others?
	Internal:
· Council officers and members of the council
· Councillors

External:
· Partnering Authorities and Councillors
· Residents of all Partnering authorities
· Property owners (residential/commercial)
· Trade Professionals Architects, Structural Engineers.
· Approved Inspectors
· Solicitors
· Emergency Services

Face-to-face, emails, telephone, Microsoft teams, letters.


	STATUTORY RESPONSIBILITIES/LEVEL OF ACCOUNTABILITY

	What am I accountable for?

































What are the consequences for me or the council?


	Building Control’s primary function is to protect people’s health and safety in the built environment. We as the first point of contact for residential and professional customers within the partnering authorities and the first point of contact for emergency services during potentially life-threatening incidents.
Technical Support Assistants are expected to comply with BSR standards and the Quality Management System for audit against ISO9001.
Technical Support process applications to strict timescales, provide administrative and clerical support including producing various reports, for the Building Control team, book site inspection visits, run various reports for partnering authorities, process local land charges queries (relating to properties within the Partnership area) and answer general enquiries received via the telephone/email/reception ensuring that tasks are completed in both an accurate and timely manner to meet our obligations, under the Building Act.
Technical Support must have the skill, confidence and sufficient understanding of the building regulations to gather critical information through open-ended questioning to satisfactorily resolve, refer to a specialist or signpost to other departments or organisations.
Various finance duties include processing application payments through various channels, locating failed payments, retrieving outstanding fees prior to completion and processing refunds when & where necessary.
Technical Support takes ownership of each enquiry and where possible follows each through to fruition accurately and in a timely manner to meet our obligations, under the Building Act.

Failing to comply with BSR standards and failing an audit against ISO9001 could lead to interventions by the BSR with consequences forcing us to cease our statutory duties. This would lead to a lack of Local Authority Building Control services within the partnering authorities.
Payments not processed in a timely manner, failing to retrieve outstanding funds or inaccurate recording of financial data would result in a delay to the plan checking process or completion resulting in reputational damage and wider financial implications to Wealden District Council and the East Sussex Building Control Partnership. 
Failure to complete Local Land Charge requests accurately would lead to both internal/external repercussions leaving Wealden District Council open to legal ramifications.
A failure to gather the correct information whilst conversing with clients, prospective clients, the general public and emergency services would lead to a perception that council employees lack knowledge of the sector resulting in reputational damage, financial loss and could have legal ramifications for both Wealden District Council and the East Sussex Building Control Partnership. 
Building Control rely on a self-generated income as unlike other Wealden District Council departments, we are in direct competition with the private sector and not funded by the standard council income streams. Failure to deliver a 5-star customer service, the core values of Wealden District Council or fail to reach our agreed Key Performance Indicators the East Sussex Building Control Partnership would be unable to conduct its statutory responsibilities, endangering public safety and resulting in Wealden District Council facing adverse reputational damage and negative impacts to revenue.




	DECISION MAKING AUTHORITY (INDEPENDENCE)

	What actions can I take independently?
· Day to day administration as laid out in the Job Description.
· Processing of emails received in the Building Control and personal inbox.
· Call handling.
· Booking, amending and cancelling Inspections.
· Processing applications.
· Processing Approved Inspector Notices (applications), amendments & cancellations.
· Evaluate & provide standard fee information.
· Providing “non-advice” information and guidance including but not restricted to supporting material and relevant information channels regarding Building regulations and related processes.
· Information gathering and documenting of incoming reports for Dangerous Structures & Unauthorised Works and informing relevant Building Control Inspectors.
· Processing and registering payments received by telephone, the finance department and the planning portal.
· Requesting refunds.
· Retrieve historical documentation from archives and/or microfiche.
· Process Demolition Notices.
· Generating reports as and when required.
· Process search requests.
When do I need to involve others?
Technical query advice.
Bespoke fee quotes.
Escalated complaints.
Queries related to a site visit or plan check.

	JOB PURPOSE (COMPLEXITY)




	Why does this job exist? 
The Technical Support Team provide a first point of contact for partnering councils: Wealden, Eastbourne, Rother & Hastings.
They provide support and guidance to new, existing, and prospective customers through specialised knowledge of the building regulations which surround the construction process and provide administrative and clerical support to the Building Control Inspectors, plan checkers and departmental management team.
They promote the Building Control service, which is in direct competition with the private sector, through a positive, professional, and friendly manner whilst upholding Wealden council’s values.
The Technical Support Team are the first point of contact for communications received via incoming calls from the East Sussex Fire & Rescue Service, the Police, members of the public, local councillors and council communication channels. 
How does it contribute to the Council overall? 
Delivery of the service affectively produces a financial income for the council and in part contributes to the councils drive to be financially independent.
We build on and maintain a level of service provision which enriches Wealden Councils reputation within the local communities.
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ROLE RESPONSIBILITIES 

	What are the most important things I will be doing? 
· Provide administrative support for Partnership Technical Support Manager, Building Control Partnership Manager, Deputy Building Control Partnership Manager, Building Control Inspectors, plan checkers & partnering authorities.
· To provide a single point of contact for citizens and others, by telephone, electronically or face to face. Resolving enquiries promptly and accurately, as the first point of contact for all Building Control Partnering Authority areas in a manner that actively minimises complaints and frustration and where necessary keeping the customer, Building Control Inspectors, plan checkers and Partnering Authorities informed at all stages.
· Gathering and recording accurate information via phone-calls, emails or WDC communications regarding matters of life safety, including dangerous structures, reported by ESFR/Police/Public/Council departments and reporting them to the relevant Building Control Inspectors.
· Processing emails received via Building Control inbox and direct to individuals.
· Booking, amending and cancelling of Inspections.
· Processing applications received via, email, planning portal, building portal, post and face2face.
· Processing received Approved Inspector notices, amendments & cancellations.
· Evaluate & provide standard fee information to applicants and agents e.g. tradespeople, architects, structural engineers etc.
· Provide directional support & “non-advice” information for incoming related queries. 
· Processing and registering payments received by telephone, finance department and planning portal. Processing refunds.
· Gather sufficient information to document incoming reports of Unauthorised Works to report to relevant Building Control Inspectors.
· Process Demolition Notices.
· Process search requests for Partnering Authorities.

	What other activities will I be responsible for? 
· Generating reports as and when required.
· Generating sewer maps.
· Guiding enquirers through application process, supporting material and relevant information channels regarding Building Control regulations and the related processes.
· Retrieve historical documentation from archives and/or microfiche.
· Gain a level of Building Control technical knowledge and Council departmental knowledge suitable to this role.
· Process freedom of information requests in a timely manner.
· [bookmark: _Hlk177467061]Communicate and coordinate with internal departments and external providers where appropriate to the role.
· To provide suitable coaching for new Technical Support Assistants and consistently share best practice with all Building Control colleagues.
· Recognise the changing needs of the service and actively encourage feedback on the services we provide by listening and responding to customers comments and observations. Make recommendations to the Technical Support Manger for service improvements. 
· Attend internal and external training as required.
· Ensure details are recorded accurately and maintained within the corporate systems.

	
Will I be managing others?
No, however under the direction of the Technical Support Manager, Technical Support Assistants are expected and share experience and knowledge with new and existing co-workers to promote resilience within the team.

	Who do I report into? Building Control Partnership Technical Support Manager.



	PROGRESSION & DEVELOPMENT 

	What are the development opportunities for me?

CIOB level 3 Certificate in Technical Support for Public Service Building Standards


	How will I know I am being successful in this role?
· Building Control Partnership Key Performance Indicators.
· Feedback provided by Building Control Partnership Technical Support Manager.
· Appraisals.

	What is the required learning for me in this role?
· Mastergov, Building Control & Planning modules.
· Adelante payments system.
· Efinancials.
· Cadcorp.
· Planning Portal.
· Microsoft packages.
· Gain sufficient knowledge of BC official website & WDC website.
· There is an expectation to gain the knowledge and understanding of the auditable regulatory requirements for the Building Control Technical support role as dictated by The Building Safety Regulator & LABC.



This is an outline job description designed to summarise the key responsibilities of the role and is not intended to cover every task that may be required.  It may be subject to change to meet the evolving needs of the organisation. 

	
Additional Role Requirements

	Standards of  Conduct
	You will be required to comply with the Council’s Standing Orders and Standing Financial Instructions, and at all times deal honestly with the Council, Members, Colleagues and all those who have dealings with the Council, including customers and suppliers.
You must behave with integrity, act lawfully and demonstrate a strong commitment to ethical values. 

To positively demonstrate the Wealden values yourself and to continue to build the culture of the Wealden values through the appointment, management, appraisal and development of staff (as well as third party providers).

	Health & Safety/Risk Management
	Wealden District Council’s Health & Safety Policy and other safety procedures and guidelines are deemed part of this job description.  Employees must look after their own health, safety and welfare and be mindful of other persons who may be affected by their acts. Employees must co‑operate and comply with management instructions regarding H&S issues and report all accidents, incidents and problems to their supervisor, manager or other senior members of staff, in line with the H&S policies.

You will need to be compliant with the Council’s risk management policies and procedures. These describe the Council’s commitment to risk management, the recognition that our aim is to protect colleagues and visitors from harm, and stress that all colleagues have a responsibility to minimise risk. 

	Governance Standards
	Comply with the relevant governance standards applicable to the Council as communicated to the post-holder from time to time. 

	Data Protection
	To comply with Council Policies and the Data Protection Act in all respects, with particular relevance to the protection and use of staff and customer information. 

	Confidentiality
	Council colleagues are required to ensure that information about customers and staff is safeguarded to maintain confidentiality and is kept securely in accordance with General Data Protection Regulations (GDPR), Data Protection Act 2018 (DPA18). The Council’s Data Security and Protection policy ICT policies provide guidance on how this can be achieved. 

	Communication
	To encourage innovation and positive challenge through effective involvement, motivation and communication with Officers, Members, Partners and other Stakeholders, actively promoting the Council’s reputation and image as an employer of choice.


	Digital/
Records Management



	To direct the identification, development and implementation of digital and other systems and procedures which are aligned to the Council’s Drive to Digital Strategy and are shaped to reflect our customers’ and stakeholders’ needs.

To maintain Council customer and staff records (both paper and electronic) in accordance with Council policies. 

	Freedom of
Information
	To provide advice and assistance to all persons who propose to make, or have made requests for information, and to ensure all requests for information are managed appropriately in accordance with Council Freedom of Information procedures. 

	Security
	To comply with Council policies to ensure there is a safe and secure environment that protects Members, staff and visitors and their property, and the physical assets and the information of the organisation. 

	Other duties
	Participate in such non-routine duties as elections and Emergency Planning as directed by the Chief Executive to include, where appropriate, the setup of a Rest Centre.

	Freedom to Speak Up
(Whistleblowing)
	You have responsibility for customer and staff welfare and should raise any concerns relating to a breach of Council policies and procedures with your manager or refer to HR for alternative options. 

	Environmental Impact
	You will ensure compliance with the Council’s environmental management policies and procedures. These describe the Council’s commitment to climate change and carbon management, the recognition that our aim is to protect the environment and the use of natural resources that all staff have a responsibility towards. 

	Performance review
	This Job Description will be used as a basis for individual performance review between you and your line manager. 
The Job Description covers only the key result areas and, as such, does not intend to provide a comprehensive list of objectives. Specific objectives will be reviewed each April and may develop to meet the changing needs of the service. You will need to take due account, in the way they achieve the key result areas, of Council policies and procedures. 

	Equality and Diversity
	To take responsibility and comply with the Council’s Equal Opportunities policy (which makes a commitment to promote equal opportunities and  equality of all protected characteristics in Wealden), Officers’ Code of Conduct, Data Protection and other relevant policies, procedures and legislation, to ensure these are embedded and applied throughout the service in both service provision and employment issues.




POST NO: 

	PERSON SPECIFICATION


	CRITERIA
	ATTRIBUTES
	ESSENTIAL 
	DESIRABLE
	ASSESSED BY
Application Form / Interview / Practical Assessment

	Knowledge & Experience
	Knowledge of Building Control practices.
	
	√
	AF / Interview

	
	Customer Service Experience.
	
	√
	AF / Interview

	
	Knowledge & experience of working within a Local Authority organisation.
	
	√
	AF / Interview

	
	Knowledge & experience with Microsoft packages.
	
	√
	AF / Interview

	
	Experience with 3rd party databases including  MiCollab & Ignite.
	
	√
	AF / Interview

	
	Experience in a high-pressured working environment
	√
	
	AF / Interview

	
	Considerable experience working in an office environment
	√
	
	

	
	Some experience of working in a Building Control/ Planning department
	
	√
	

	
	Experience of working with targets (KPIs)
	
	√
	

	
	Capability to effectively manage multiple work tasks, whilst answering incoming calls.
	√
	
	

	Skills
	Strong attention to detail and self-motivated to complete a job accurately
	√
	
	

	
	Ability to work independently or as part of a team and to exercise initiative
	√
	
	

	
	A flexible approach to working arrangements
	√
	
	

	
	Willingness and ability to quickly learn new tasks 
	√
	
	

	
	Provides a high quality, consistent, customer-focused service, even in high demand periods
	√
	
	

	
	Good organisational skills
	√
	
	

	
	Friendly personality, enjoys dealing with telephone enquiries
	√
	
	

	
	Provides a “Can-do” attitude
	√
	
	

	
	
	
	
	

	Qualifications/
Education

	A good level of educational attainments e.g. GCSE grade C (or above grade 4) or above in Maths and English (or equivalent qualification)
	√
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OUR VALUES
WORK We work together:

One organisation One district

TOGETHER One team One five-star customer service

We show empathy:
Connection Consultation
Understanding Listening

We are ambitious:
Purposeful Resourceful
Enterprising Innovative

7" (K) AmBimious

We show leadership:
Accountability Embracing change
Flexibility Leading by example

We deliver:
Planning Meeting deadlines
Communication Achievement
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