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	Section/Location
	Whole Life Disability Service, including SEND Support Service (role will be split between more than one location, Oxford Centre and Langdale)

	Post Title
	WLD Service Apprentice Level 2

	Permanent/Temp
	Fixed term 18 months

	Grade
	Apprentice 

	Responsible to
	Senior Officer 

	Job Purpose

	As an apprentice you will be required to develop skills, knowledge and experience in all aspects of customer care.  This will be via on the job training and formal training sessions which will give you the knowledge and understanding to act as the first point of contact for public access to services whilst providing a high level of customer care. 

You will attend regular meetings with your work mentor and tutor, have your work observed and attend monthly taught sessions with our training provider (the Adult Learning Service) alongside other apprentices. 
Your apprenticeship will lead to a nationally recognised apprenticeship standard as a level 2 Customer Service Practitioner. If you have not gained level 1 Maths and English you will study these as part of your off the job learning and will be required to pass in order to achieve your full qualification.


	Job Content

	You will:

:

· Be trained to deliver a high-quality service to customers, including meeting and greeting, reception duties, registration of customers to use facilities, answering enquiries and room bookings. 

· Develop the confidence to engage positively with customers on a day to day basis, either by phone or in person, to identify their needs.

· Learn how to deal effectively with the full range of customer enquiries in a polite, helpful, positive and caring manner and signpost people to other services as needed.

· Support teams by collating customer and stakeholder feedback through surveys, comments / complaints or other mediums 
· Support teams by helping to maintain the accuracy of information in IT databases, including EMS/LAS and LCS
· Deal with incoming post to the services and ensure mail is directed and recorded appropriately to the right staff and systems 
· Deal with routine email enquiries and direct information and responses appropriately to the correct member of staff 
· Send out information packs to new and existing clients via post

· Take notes and actions from team meetings and circulate to relevant staff 
· Attend staff meetings and training, including work towards the academic elements of the role, as required.



	Performance standards

	· Demonstrate professionalism in the workplace by being reliable, trustworthy and positive.
· Ability to work as part of a team

· Undertake the role in accordance with existing working practices

· Acknowledgement of need for confidentiality

· Attendance and completion of the academic requirements of the apprenticeship

	Working conditions

	You will spend most of your time learning on the job, working two days per week for the SEND Support Service (based at Langdale) and two days per week for the Whole Life Disability Service (based at the Oxford Centre). You will also attend training sessions for off the job training with a local provider to learn the knowledge supporting the apprenticeship standard one day per week. 

  


Person Specification
	Factor


	Essential
	Desirable
	Assessment Means

	Skills and knowledge
	· Good level of literacy and numeracy
· Ability to use a computer and good knowledge of MS Office applications or similar, internet searching and retrieval skills and ability to use e-mail

· The ability to converse at ease with members of the public and provide advice in accurate spoken English

· The ability to communicate effectively both verbally and in writing
· Able to work effectively in a team, follow direction and work independently

	· Awareness of electronic media and how it can be used

· An awareness and understanding of using IT databases to record or store information
· A confident and professional telephone manner
· A good understanding of the need to handle sensitive information in confidence and in accordance with GDPR (training of specific processes will be provided)
	Assessment

Application

	Qualifications and Training
	· Some GCSE’s including Maths and English (or the equivalent)

· A commitment to work towards the academic requirements of the role including Functional Skills English and Maths


	· ICT qualification


	Application & Interview

	Experience
	
	· Experience of using a range of software 
	Application & Interview

	Special Requirements
	· Enthusiasm

· Good punctuality and ability to manage time well
· Friendly, helpful and keen to offer good service to customers

· Motivated and willing to learn

· Willingness to learn to use a range of software
· Ability to empathise with and enjoy helping people of all ages, abilities and cultures

· Able to meet the travel requirements of post 


	
	Application & Interview
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