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Job Description

	Job Title:

	Customer Service Advisor

	Team/Service:
	Customer Services 

	Business Unit:
	Customer Services, Revenue & Benefits

	Responsible To: (day to day issues)
	Team Leader

	Accountable To: (line manager) 
	Team Leader

	Salary Grade: (Spinal column points only)
JE Ref 
	Scp 5 – 6
CUST04


	1. Key Purpose of Job

1.1. To provide a friendly and efficient front line customer enquiry service for Torbay Council  within the Customer Services Department working in the Call Centre the team is multi-skilled and has a comprehensive knowledge of Council Services to support customers and enable them to access services across a range of different channels.
1.2. Working as part of a professional team of customer service advisors delivering first class information and advice provision you will be equipped through training and technology to answer any enquiry pertaining to Torbay Council or its partner organisations whilst adhering to Torbay Council’s core values and behaviours. 


	2. Anticipated Outcomes of Post

2.1. Working as part of a professional team of customer service advisors delivering first class information and advice provision you will be equipped through training and technology to answer any enquiry pertaining to Torbay Council or its partner organisations whilst adhering to Torbay Council’s core values and behaviours. 


	3. List Key Duties and accountabilities of the post  
3.1. Deliver reliable customer service digitally, via telephone, face to face and in writing. Greet, direct and assist customers. Maintain records and information, including updating of information databases.

3.2. Using on call scripts, customer records and work flow technology to enable the most effective customer journey.

3.3. Resolving a significant proportion of customer queries at the first point of contact or routing them to the right team, providing accurate advice and guidance
3.4. Promoting self-service and sign posting to additional services both internally and externally 

3.5. Accurately capture customer information. Identify customer needs and supply an appropriate range of options. Select, retrieve and supply customer service information.

3.6. Work within the performance management framework for Customer Services, including working to individual and team targets.

3.7. Taking payments over the phone where appropriate.

3.8. Deliver and respond to customer enquiries using relevant knowledge of Torbay council services and the technology (e.g. A-Z, toolkits, internet) available.

3.9. Provide accurate, valid and complete information by using the right methods/ system tools
3.10. Follow set guidelines, processes and procedures

3.11. Refer enquiries to service areas at an agreed level of complexity (per Service Level Agreement)

3.12. Contribute to the identification and implementation of customer service improvements.

3.13. To ensure that Data Protection legislation and Customer Confidentiality is adhered to at all times.

3.14. To ensure that any requests made in accordance with the Freedom of Information act are identified and responded to in line with council policy.

3.15. To ensure that contact centres are suitability presentable.

3.16. To support team working through contributing to training and development activities and participate in training when required. This may include attending courses, workshops etc and working in other areas of the Council and their partner organisations.
3.17.  Adhere to rota duties, lunch breaks and working patterns to meet the needs of the service


	4. Give examples of the typical types of problems and decisions the post will be required to make

4.1. Dealing with a wide variety of enquiries across the range of Council Services, giving advice and guidance to customers
4.2. Ascertaining any issues that the customer needs to be made aware of in relation to council debts which may not be connected to their initial enquiry.
4.3. Managing customer expectations in line with back office procedures and level of resources to support service provision. 
4.4. Assisting customers who are potentially vulnerable or in distress.


	5. Budgetary / Financial Responsibilities of the post
5.1. None


	6. Supervision / Line Management Responsibilities of the post ( Please show / provide organisation structure as an appendices, showing official reporting lines
6.1. None


	7. Working Environment & Conditions of the post

7.1. Normal office environment

7.2. The post holder is required to work in the Call Centre, and on occasions other Council building within Torbay. This may include working from home.



	8. Physical Demands of the post

8.1. Normal Physical Effort


	9. Specific Resources used by the post 

9.1. IT equipment and a variety of IT systems
9.2. Telephone and standard office equipment

9.3. Other resources required by the post


	10. Key Contacts and Relationships

10.1. External: We regularly work in partnership with a variety of statutory and non-statutory organisations including the Department for Work and Pensions, Voluntary Organisations and Local and National Charities.
10.2. Internal : To liaise with a wide range of Council departments in order to deliver an excellent front line enquiry service. 


	11. Other Duties

To undertake additional duties as required, commensurate with the level of the job.




	Other Information

a) All staff must commit to Equal Opportunities and Anti-Discriminatory Practice.

b) The Council operates a Smoke-Free Policy and the post-holder is prohibited from smoking in any of the Council's buildings (including Council owned and Council leased buildings, but excluding designated areas in residential schemes), enclosed spaces within the curtilage of buildings, and Council vehicles. The Council does not permit smoking breaks within work time, however, in services where the flexi-scheme is in operation, employees may take reasonable break times outside of core hours, in accordance with flexi-time arrangements.  Employees should follow the flexi-scheme procedure for agreeing time away from their duties in the normal manner with their immediate colleagues and line manager, with break start and finish times being recorded, as with any other break-time arrangement.  
c) The post-holder is expected to familiarise themselves with and adhere to all relevant Council Policies and Procedures.

d) The post-holder must comply with the Council’s Health and Safety requirements as outlined in the H&S policy appropriate to the role.
e) This post is based at Town Hall but the post holder may be required to move their base to any other location within the Council at a future date. 
f) The post-holder must be committed to the Council’s Core Values for employees – “Torbay Council employees are committed to being forward thinking, people orientated and adaptable - always with integrity”.  Evidence will be sought during the probation and appraisal processes.
f)
You will be asked to complete a Criminal Records Self Declaration Form. Criminal convictions will only be taken into account when they are relevant to the post. You will only     be asked to disclose ‘unspent’ convictions




Person Specification
	Note for Candidate
All Candidates
The supporting statement on your application form will be used to assess ability to meet the essential requirements of the role, so you should explain how you meet each of the numbered essential requirements within your supporting statement. 
 
In a competitive situation, the desirable criteria may be taken into consideration, so you are encouraged to show how you also meet each of the desirable criteria.
Candidates who consider that they have a disability
Reasonable adjustments will be made to the job, job requirements or recruitment process for candidates with a disability.
If you consider yourself to have a disability you should indicate this on your application form, providing any information you would like us to take into account with regard to your disability in order to offer a fair selection interview.

Where ever possible and reasonable we will make adjustments and offer alternatives to help you through the application and selection process. 

If you have indicated that you have a disability on your application form you will be guaranteed an interview if you clearly demonstrate in your supporting evidence how you broadly meet the essential requirements of the role.  




Person Specification
	Job Title:
	Customer Services Advisor
	Business Unit:
	Customer Services
	Team/

Service:
	 Customer Services


	Essential Skills and Effectiveness:

	Desirable Skills and Effectiveness:

	1. Effective Communication and listening skills to communicate information and advice.

2. Effective negotiation skills.

3. Proven ability in gathering, interpreting, explaining, associating and applying information to meet customers’ needs.

4. The ability to establish, maintain and develop effective working relationships with all Torbay Councils customers including, service users, delivery partners, council members  and colleagues.

5. Ability to use standard computer applications and a willingness to acquire new skills to support service need.
6. Ability to multi-task, prioritize, and manage time effectively
7. Demonstrate confidence and self-motivation.

	1. Use of Customer Relationship Management systems.

2. Use of Electronic Document Management Systems including scanning and indexing



	Essential Knowledge:
	Desirable Knowledge:



	8. An up to date knowledge of IT systems including Microsoft applications
9. Experience of working within a team in a paid or unpaid environment to provide a high standard of customer service through face to face contact, via the telephone, by email and in writing.

10. Experience in gathering and using information to meet a customers needs
	1. An understanding of welfare benefits.

2. Some knowledge of anti-discriminatory legislation and the Councils Equal Opportunities and Diversity Policies. 


	Essential Experience/Achievements:


	Desirable Experience/Achievements:

	11. A commitment to working in a way which promotes equal opportunity.

12. Effective literacy,

13. Excellent Keyboard/Telephone and Numeric skills.


	14. Track record in working within a customer focused environment.

15. Experience of working in an environment involving debt collection would be advantage



	Essential Qualifications/Professional Memberships:


	Desirable Qualifications/Professional Memberships:



	16. Evidence of a sound general educational background to at least GCSE standard or equivalent.


	3. A customer care or advice/ information giving qualification such as an NVQ. 

3. A recognised qualification in Information Technology such as the European Computer Driving Licence]


	Essential – Other requirements of the job role  

· Ability to travel efficiently around the Bay in order to carry out duties

· Ability to accommodate unsociable hours
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