
Warwick District Council – Job Description


Job Title: Civil Enforcement Officer

Post Number: 

Service Area: Neighbourhood Services 

Hay Approval Date: TBC 

Purpose of job
(The Purpose of the job gives a statement explaining the job’s overall objectives)

The post holder will work within the Parking Enforcement Team which operates to provide an accessible, safe, and welcoming experience for people visiting the Councils car parks and Town Centres, particularly in areas of high footfall.


	Main responsibilities

(Give a maximum of eight brief descriptions of what the main responsibilities are and assign time percentage values against each one).
	%


	To act as a high profile ‘Council Ambassador’ within the Councils relevant policies and codes of practise. Engaging with the public, in a confident and friendly manner.  Providing excellent customer service to all when on patrol and when dealing with queries via the phone, email, and face to face.
	
50%

	To ensure that a fair and consistent approach is taken to vehicles contravening the relevant parking restriction(s) and that Penalty Charge Notices are objectively and accurately issued, collating all necessary supporting evidence.
To ensure that Fixed Penalty Notices in relation to litter, are issued in accordance with relevant legislation and collate all necessary supporting information; (i.e., for dropping litter in person or from a car)
	20%

	To ensure efficient running of the car parks, proficient in the operation of the management systems, check and replenish tickets in the parking machines. Provide basic administration and maintenance of the machines as required.
	10%

	To be proficient in dealing with conflict situations with those aggrieved by the issue of a penalty charge notice or behaving anti-socially. The ability to deal with a variety of anti -social behaviour in Council owned Car parks - by liaising with CCTV, Community Safety team. Police and other Council departments/stakeholders as required.
	10%

	Report issues within Council owned car parks or town centres in relation to cleanliness and safety, including litter, repairs of council owned assets such as street furniture.
	10%




Organisation

(The chart below shows the hierarchy and how the job relates to its immediate supervisor and colleagues). 

[image: ]




Dimensions 
(The figures quoted give a picture of the job in terms of annual budgetary amounts which the job is either directly or indirectly concerned with or any other statistics related to the work)

1. To assist in the day-to-day control of over 3000 off-street parking spaces across the district with an annual pay and display income estimated at >£4m per annum.
2. To directly issue Penalty Charge Notices to vehicles in contravention at all car park locations and generates an income estimated >£100k per annum.

Scope for Impact
(The following two or three examples describe the impact of this role on delivering the service and how it relates to Customer’s satisfaction and the key accountabilities). 

This role will act as the face of Warwick District Council and has a high public profile as such it needs to be conducted in a fair, equitable and courteous manner. The impression left to those that interact with this role is particularly important if people are to be encouraged and reassured about their continuing use of our car parks and visit town centres areas across the district. 
Efficient car parks result in creating easier parking for shoppers, residents, and visitors, and make for a safer and more pleasant environment. Providing a presence and within the car parks assists in delivering an environment where customers continue to pay the relevant fees for parking and supports the substantial income derived from the car park service.

Challenges 
(The description below highlights the most difficult, complex, or challenging part of this job and explains why). 

This role is to have continuous first point of contact interaction with the public in the district and they must set the standard for customer service. The officer will deal face to face with a wide range of situations and must always act professionally and in a courteous manner. There will be confrontation and situations of conflict whereby individuals display abusive and/or aggressive behaviour to the officer when tackling anti-social behavior or when penalty charge notices are issued. During these occasions it will be imperative that the job holder remain calm, confident and respond articulately, logically, and decisively. Always giving a full explanation and rationale as to why they have taken action. An essential part of the training will be dealing with conflict and aggressive behavior.

The role will require that Penalty Charge Notices be issued to vehicles parked in contravention utilising Civil Parking Enforcement As such the job holder is required to understand the Traffic Management Act 2004, the relevant Off-street Parking Orders and any other legislation deemed necessary for the issue of Fixed Penalty Notices.

Additional Information

(Detailed below is an explanation of any aspects of the job that have not been adequately covered in previous sections). 

Patrolling and inspecting car parks in a fair and equitable way is crucial to the role as is utilising their training and own life skills as this will directly affect the public’s opinion of the service.

The need for diligence and accuracy for this task is paramount as the incorrect issue of a Penalty Charge Notices or a Fixed Penalty Notice places inconvenience on customers and sends a negative message of enforcement to the public. The role requires a good understanding of the relevant legislation and evidence gathering criteria that would be applicable. 

The car parks service will operate 7 days a week including bank holidays from 08:00-18:00 with ad hoc early morning patrols starting at 0700 and evening shifts until 2200. The job holder will be required to work a shift Rota system during the hours of operation to deliver the service to the district. 

The job holder must be confident to work alone, make decisions without direction, use their initiative and be trustworthy.

The job holder will be based in various locations in towns across the district. At times they will be expected to travel between these towns at short notice and therefore a full driving license is required to comply with these requests.

The job holder is required to look neat and tidy and wear the uniform provided, including a body camera, lone worker device, mobile phone and as the job requires a lot of walking fitness is important.

The job holder must undertake and pass the city and guilds training course required for enforcement.

All members of staff have a duty to participate in the WDC Appraisal process and take responsibility for identifying their own professional and career development needs. 

Managers have a responsibility to undertake regular appraisals of their staff in accordance with the WDC Appraisal process and take responsibility for helping to address their professional and career development needs.

All members of staff have a responsibility to comply with Warwick District Council’s Code of Conduct, Equal Opportunities and Health and Safety Policies.

The post holder will be required to perform other such duties as appropriate to the qualifications, experience and salary band as may be reasonably required.

The post holder will be responsible for ensuring their own health and safety, as well as that of the colleagues they line manage.

The post holder will be expected to comply with Council policy at all times including in relation to their responsibilities for safeguarding and promoting equality.

The post holder will be expected to adopt and work in accordance with the Council’s values.


Warwick District Council – Person Specification

Job Title:  Civil Enforcement Officer 

Post number: 

Service Area: Neighbourhood Services

Hay Approval Date: 

Attributes

Job Specific Qualifications & Experience 

Essential: 

· 5 GCSE’s including English and Math’s or equivalent.
· Minimum of 3 years of work experience from a high demand customer service-based industry.
· City & Guilds Level 2 Certificate for Parking Attendants (1889), or NVQ Level 2 in Controlling Parking Areas (expected to attend and pass within 6 months of employment)

Desirable: 

· Hold a valid First Aid certificate. 
· Hold an IOSH/Health & Safety qualification.

Non-Job Specific Qualifications & Experience

Essential: 

· Experience of working within a team and independently
· A clear and effective communicator, both orally and in writing.
· Proven experience of Microsoft Office, and web-based applications 
· Attention to detail and accuracy.

Desirable: 

· Experience of dealing with customer queries by telephone and via email

Job Specific Knowledge, Skills & Abilities

Essential:

· The ability to use handheld portable technology. 
· Basic mechanical knowledge is required to identify and rectify problems with machinery.




Non-Job Specific Knowledge, Skills & Abilities

Essential:

· Ability to build a report with a cross section of people. 
· Excellent time management and organisational skills, ability to prioritise work, solve problems both within a team and as an individual. 
· Ability to achieve own targets.
· Proven proportionate and pragmatic problem-solving skills and ability. 
· Ability to remain calm, tactful, diplomatic, and focused under pressure or when faced with persons in highly emotional states (distressed/aggressive)	
· Excellent Customer service skills.
· Experience of calmly and effectively working in a busy environment 
· Initiative-taking and confident to work alone with minimum supervision.

Other Requirements

Essential:

· The Parking Enforcement team operates 7 days a week including bank holidays from 0800 until 1800 (with the ad hoc early morning shifts from 0700 and evening shifts working until 2200)

· Officers will be required to work a shift rota system during the full range hours of operation (0700-2200) as directed by the Parking Services Team Leader to deliver the service to the district. 

· Required to adhere to the Civil Enforcement Officer dress code and wear a uniform, (including body camera and lone worker device) and carry a mobile phone whilst on duty.

· Based in various locations in towns across the district. You will be expected to travel between these towns at short notice.

· A current full driving license.

· A good level of standard fitness with the ability to walk up 10 to 15 miles day. 
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