Hastings Borough Council
Job Description

Job Title
Administration Officer (Service Support)
Directorate
Community and Regulatory Services: Environmental Health, Licensing and Warden Teams
Grade 
Grade 10
Reports to
Jo Daniels
Administration Manager
Location
Muriel Matters House, Breeds Place, Hastings
Purpose of the Job
To provide administrative support to the Environmental Health, Licensing, and Warden Teams to support the statutory duties of the Council.

Main Responsibilities

· Provide advice within team procedures and send out standard information in response to enquiries from the public regardless of access channel, i.e. face to face, phone, email or web services to proactively resolve customer issues. To assess and validate service requests and applications and request further information if incomplete. Decide when an issue needs to be referred to an Officer.

· Input data into the Service Team database from online forms, email and post as directed by Manager/Team and in line with the Service Team procedures. To ensure that the data is relevant and accurate and checked thoroughly for errors and duplications. To update existing records with new information as it is received.

· Research information, run reports and obtain information from the databases and registers as needed by the Service Team. Make corporate health and safety returns, government and council returns producing basic statistical information when required. Act as the contact for freedom of information enquiries.

· Actively develop and maintain an extensive working knowledge of the Services supported and their procedures. Work closely with the Service Teams and attend and contribute to Team Meetings.

· Develop and maintain an effective working relationship with the Council’s Contact Centre, to ensure a high level of service to the public.

· Work with team members to improve online information and forms to reduce unnecessary customer contact.  Contribute to the continuous improvement of the service processes.

· Source and place requisitions for goods and services for the team on the financial management system and monitor stock levels, undertake stock taking as required.

· Carry out general office administration tasks including organising meetings, scanning, filing and photocopying.


General Responsibilities

· Participate in an annual performance appraisal based on agreed objectives that are linked to the Council’s corporate objectives and priorities.

· Ensure that all duties and services provided are in accordance with the Council’s Equalities and Diversity policies and procedures.

· To comply with individual responsibilities, in accordance with work role for health and safety in the workplace.

· Ensure that all duties and services provided are in accordance with the Council’s Child and Vulnerable Adult Protection policies and procedures.

· All employees may be called upon to assist with a range of elections duties for the Council on an occasional basis when elections are called. Participation in elections duties is subject to the terms and conditions as determined from time to time by the Returning Officer or Central Government. 

· Undertake such other duties and tasks appropriate to the grade and character of work such as changes in information systems and new technology as may be reasonably required.  Therefore, the above list of key result areas in this job description should not be regarded as exclusive or exhaustive.


The key result areas to this post are set out in this job description. It should be noted that the Council reserves the right to update the job description from time to time to reflect changes in or to the post after consultation about any proposed changes. Significant permanent changes in duties and responsibilities will require revisions to be made to this job description.


Person Specification
Job Title
Administration Officer (Service Support)
Directorate
Community and Regulatory Services: Environmental Health, Licensing and Warden Teams
Essential Requirements
Qualification
Educated to GCSE level to include English and Mathematics at Grade 4/C or above, or equivalent
Experience
Experience of working in an administrative role, specifically customer service and data entry
Knowledge
Strong IT skills, including use of databases, spreadsheets and document management systems, with the ability to learn new systems quickly

Personal Aptitude and Skills
1. Communication skills, verbal and written to deal with a diverse range of customers professionally and effectively
Strong IT skills and adaptable to learning new systems and applications
Attention to detail and commitment to accuracy
Fast and accurate typing skills
Able to work in an environment with competing priorities
Able to work in an independent manner and see what needs to be done
Able to manage time effectively and prioritise
Able to interpret regulations, policies and statutory information
Problem solving and decision-making skills
 
Behavioural Approach
Able to deal with difficult and confrontational customers, particularly over the telephone.
Able to deal with situations under pressure with confidence, tact, understanding and diplomacy.
Well organised
Self-motivated and proactive
Flexible
Team player
Confident
Reliable


Further behavioural information can be found in our Staff Competency Framework which is included in this pack.  Interviews will include competence-based questions and our staff are appraised against the framework as part of our performance management process.
Circumstances
Able to work flexible working hours to include occasional evening and weekend working
Able to work from home or the office where required

The above qualities will be assessed in the first instance on the application form and again at the interview stage if selected.
Desirable Requirements
Experience
Experience of working in an administrative role, specifically customer service and data entry 
A good understanding of local government or public sector services
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