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Job Description 
	Job Title
	Customer Services Advisor (Level 2)

	Grade
	Band E

	Reporting To
	
Manager/Team Leader

	JD Ref
	BUS0085G


	 
Purpose
Respond to inbound/outbound telephone enquiries, face to face enquiries and contact via web chat by providing clear, concise and accurate information to assist customers in all aspects of the service 
delivered, in accordance with procedures including the updating of core business systems. 

Main Duties And Responsibilities
Behavioural: 
· Enjoy, achieve, create impact, and thrive in the role and organisation.
· Live our values in the role and organisation.
· Act as a first point of contact for customers, ensuring that the standard of service delivered meets Departmental expectations for quality, performance and 1st time resolution.
Communication, Engagement and Training: 
· Inbound and outbound and face to face contact with customers in response to enquiries to provide information and assistance to customers relating to revenues and benefit services and a wide range of other Council Services.
· Liaise with customers, colleagues and contractors to achieve a solution or update to the customer’s enquiry.
· Respond to routine correspondence via email relating to all aspects of the service and assist in the collation of information for more complex issues.
· Promote self service to customers and support them to do this via mediated facilities.

Data Analysis and Decision-Making: 
· Analyse and assess data /information to determine outcomes for the customer Assess requests, raise orders/inspections/appointments via multiple IT systems. 
· Perform data input to business support systems to record and comply with assessment outcomes. 
· Work to well defined standard business processes to assist in the analysis of information and. provide advice to customers.
· Assess priority and diagnose works where appropriate in accordance with Service Level Agreements.
Performance Management: 
· Utilise the telephony functionality to accurately record all offline activity and minimum deviance to scheduled activities.
· Be proactive in maintaining the recommended average call handling time and first point of contact resolution, to ensure all customers receive the appropriate level of service.
· Be proactive in contributing to the achievement of statistical and qualitative performance targets.
Compliance: 
· Adhere to and comply with all relevant corporate policies and procedures including Health & Safety, General Data Protection Regulations (GDPR), Corporate Governance and Code of Conduct.
· Utilise and accurately record/update multiple ICT systems available, to ensure a complete record of the customers contact is available, including the completion of requests for service and processing of payments when applicable. Ensuring compliance with ensuring compliance with relevant legislation and local conventions. 
[bookmark: _Hlk142571170]Other: 
· Any other duties commensurate with the grade. 
[bookmark: _Hlk80364490]Role Specific Knowledge, Experience And Skills

Knowledge & Skills
· Excellent literacy and numeracy skills.
· Excellent interpersonal skills with the ability to handle calls and face to face enquiries from distressed/challenging customers whilst achieving a positive outcome.
· Excellent communication skills with the ability to listen attentively to customer requirements, ask pertinent questions to establish customer needs and deliver clear and concise responses.
· Demonstrate a comprehensive understanding of the services delivered and relay information to the customer in a format they understand. 
· Knowledge of relevant legislative/ policy requirements relating to the services delivered.
· Understanding of confidentiality requirements.
· Treats everyone with dignity, respect and fairness and without prejudice at all times.
Experience
· Experience of data input entry to business support systems.
· Experience of working in a customer service or office environment, providing information and advice to customers.in a professional manner.
· Demonstrate the ability to analyse information and make an appropriate decision on a course of action.
· Demonstrate comprehensive IT skills e.g. Use of a variety of business-related software systems.
· Contribution to the achievement of required service standards by maintaining agreed personal targets, including quality evaluation and adherence to schedule of activities.
· Desirable
·  - Knowledge and experience of working in local government.
· Knowledge of revenues and benefits services, including Housing Benefit, Council Tax and Council Tax Support, business rates, means tested assessment for care and hardship payments and means tests for emergency support payments and sundry debt.

Additional Information 
Ability to travel across the Borough and work from various locations. 
Work hybrid, with a flexible working approach to accommodate service needs.
On occasion, able to work outside traditional hours, of a weekend and evening as required, adopting a flexible working approach in response to business requirements.
Health & Safety Considerations:
· Work with VDUs (Video Display Unit) (>5hrs per week)

Approved By:  Fergus Adams Head of Customer Experience and Delivery  
Date Of Approval: 09/12/2025
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