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Job Description and Person Specification

Customer Contact Advisor

	Job Details

	Service Area
	Transformation, HR and Corporate Services

	Service
	Contact Centre

	Grade
	3

	SCP Range
	16-20

	Post Number
	

	Location
	Cambourne

	Reports to
	Customer Contact Manager

	Responsible for
	None

	Key Contacts Internal
	Colleagues in all service areas throughout the Council

	Key Contacts External
	All residents of South Cambridgeshire. Customers. Visitors. Partner organisations. Members. Councillors



	Job Purpose

	This role delivers first-class customer contact services across multiple channels as part of a skilled Council team. It resolves customer enquiries at first point of contact while maintaining excellent satisfaction ratings. The role maximises value through efficient handling of multiple enquiries via phone, email, web-chat and social media.



	Responsibilities

	Delivering comprehensive customer service and digital support across multiple channels
· Resolving customer queries through telephone, email, webchat, social media, text, face-to-face, AI IVR and CRM interactions.
· Providing assisted digital support to customers who need help accessing Council information, navigating the website and completing online forms and transactions.
· Supporting customers to use self-service options and digital channels where appropriate.
· Following through customer commitments within agreed service standards and timescales.
Providing effective customer advice, resolution and specialist support
· Assessing customer needs, providing appropriate advice and resolving enquiries at the earliest opportunity.
· Supporting customers with more complex enquiries, including benefits applications, council tax exemptions and homelessness assistance.
· Recognising when enquiries require specialist intervention and escalating or referring them appropriately.
Managing customer information, CRM records and formal customer contact
· Accurately recording and updating customer interactions, enquiries and outcomes within the Council's Customer Relationship Management (CRM) system and other relevant systems.
· Recording and appropriately routing customer feedback, compliments, complaints and Freedom of Information requests.
· Handling personal and confidential information in accordance with relevant requirements.
Processing customer payments and financial transactions
· Processing electronic payments and supporting Direct Debit arrangements for services including Council Tax and rents.
· Maintaining accurate transaction records and following appropriate security and financial procedures.
Providing reception and front-of-house services
· Providing professional reception services and assisting residents and visitors with enquiries and access to Council services.
· Undertaking appropriate reception administration, including pension documentation verification and interview-room arrangements.
· Support other front-of-house activities required for the effective operation of the service.
Managing challenging customer situations and building effective relationships
· Building constructive customer relationships and adapting communication to individual circumstances and needs.
· Managing sensitive or challenging interactions calmly and appropriately, including situations involving distressed or aggrieved customers.
· Identifying potential issues, resolving these where appropriate and escalating matters requiring further intervention.
Supporting service quality, knowledge and continuous improvement
· Maintaining up-to-date knowledge of Council services, processes, systems and customer-service requirements.
· Identifying and recommending improvements to customer journeys, processes and service delivery.
· Sharing knowledge and demonstrating relevant systems and procedures to new colleagues.



	Requirements

	Knowledge
	Demonstrate proficiency in Microsoft Office, CRM, and digital systems for accessing, recording, and managing customer information.

	Knowledge
	Understanding of relevant legislation and organisational requirements, including Data Protection, Freedom of Information and Health and Safety.

	Knowledge
	Good understanding of customer service principles, Council procedures, service standards and contact centre operating practices.

	Experience
	Demonstrate extensive experience in a dynamic customer-focused or contact centre, delivering efficient service for diverse enquiries.

	Experience
	Experience of working collaboratively within a team while managing individual customer enquiries and responsibilities.

	Education
	Demonstrate proficiency in English and Mathematics at an equivalent standard to grade A-C/4-9 qualifications.

	Skills
	Demonstrate effective communication, listening, and questioning skills while adapting across telephone, email, webchat, social media, and face-to-face.

	Skills
	Analyse information and apply judgement to resolve customer enquiries accurately, recognising when escalation or referral is required.

	Abilities
	Demonstrate the ability to use CRM and other Council systems accurately to manage customer information and records.

	Abilities
	Provide comprehensive customer support by addressing various enquiries (i.e. holistic approach) and delivering precise information across diverse Council services.

	Abilities
	Provide clear, patient digital assistance to customers accessing Council services, navigating the website, and completing forms.

	Abilities
	Demonstrate professionalism in handling sensitive customer interactions, adjusting communication effectively while ensuring confidentiality and precise record-keeping.

	Other
	Willingness to undertake the appropriate Disclosure and Barring Service check where required for the role.



Risks

Display Screen Equipment; Exposure to aggressive/challenging behaviours; Working alone (but contact with others)

General Responsibilities 
 •	The listed responsibilities are not exhaustive. 
 •	Tasks may change over time without altering the role’s nature, level of responsibility, or grade. 

Environmental Commitment – “Being Green to Our Core (GTOC)” 
 •	GTOC is a central priority in the Council’s Corporate Plan. 
 •	Every role contributes to reducing carbon emissions and promoting sustainability. 
 •	Staff are encouraged to make environmentally responsible choices in: 
 o	Travel 
 o	Procurement 
 o	Daily workplace habits 
 •	This shared responsibility supports the Council’s Net Zero goals and a greener, fairer South Cambridgeshire.

Values
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