

Dxxxx – Customer Service Advisor

Salary: £19,171 Annually

Closing Date: xxxxxx
Benefits & Grade

Band 4
Contract Details

Permanent

Contract Hours

37 hours per week

Advert
Working within Customer Services at the Town Hall, this varied role is fundamental in the Council’s goal of providing an excellent customer experience. Currently our main contact with customers is via telephone and email however as we expand you will be the first point of contact for customers. You will deal with enquiries by telephone, e-mail, face-to-face visits and through digital channels. You will be expected to carry out a variety of duties including reception, floor-walking, answering telephone and email queries and supporting customers to self-serve on public PC’s  This is a real opportunity to help members of the community daily by actively promoting the use of digital services and self-serve options and empowering customers.
 

You must have excellent verbal and written communication skills.  You must be able to listen, acknowledge, clarify, respond appropriately and check customer understanding.  You will need to be flexible, able to multitask, be focused, and work effectively as a team member.  You must have a passion for helping others and challenging processes that stand in the way.

 

You must be computer literate with experience of Office packages.  Good IT skills and the ability to accurately capture data while managing customer expectations are essential.

For detailed information on this role, please refer to the Job Description and Person Specification in the Vacancy Information document. 
For a further informal discussion, please contact Kay Pollock or Yvonne Walker, Customer Services Team Leader on 01325 406027.

Application packs are available to download from www.darlington.gov.uk/jobs. Alternatively, you can contact Xentrall Recruitment Services, Tel: (01642) 526992 or email: recruitment@xentrall.org.uk.  
DARLINGTON BOROUGH COUNCIL

   NEIGHBOURHOOD SERVICES & RESOURCES
JOB DESCRIPTION

	POST TITLE :  

	Customer Service Advisor  

	GRADE :

JOB EVALUATION NO.

	4
B1728  

	REPORTING RELATIONSHIP


	Customer Service Team Leader(s)  

	JOB PURPOSE :


	To act as a customer advocate and provide excellent service to all customers contacting the Council for a variety of services. To work as part of a team providing advice to customers and resolving as many enquiries as possible at the first point of contact, in line with relevant legislation and policies. To promote uptake of digital services to residents and support self-serve options.
  

	POST NO.


	Various


MAIN DUTIES/RESPONSIBILITIES

1. To provide a prompt and high-quality advice service, dealing with a wide range of customer enquiries, work requests, bookings and complaints by telephone contact, face to face, email and through digital channels.
2. To provide information and services to customers covering a variety of business areas.
3. To record the details of all customer contact on relevant IT systems, requesting any further information from customers to resolve enquiries.
4. To personally deal with and aim to resolve all enquiries received at the first point of customer contact.
5. To ensure that customers are provided with high quality service which meets customer expectations, performance targets and reduces repeat enquiries.
 
6. To help the team meet the Council’s customer service standards by ensuring that enquiries and complaints are handled within agreed target timescales and to the standards and procedures set by Customer Services and the service departments.
7. To identify other options for customers to access services through digital channels and to actively promote, signpost and support customers to self-serve options where possible. 
8. To provide full assistance to vulnerable customers who are unable to self-serve through digital channels, offering advice, guidance and support.
9. To provide an efficient and professional reception service to internal and external customers.
10. To assist in the training of new and existing Customer Services staff, where required or requested to do so, actively learning new systems and delivering new services as required.
11. To be an active member of the team, embracing change and new services.
12. To liaise with internal and external partners such as Social Services, StreetScene, Housing Services and Police.
13. To be involved in Council projects as and when required such as changing processes and procedures, service improvement, or undertaking customer satisfaction surveys.
14. To actively maintain and develop a comprehensive, up to date working knowledge of Council services and any relevant procedures, guidance, legislation and organisational changes.

15. To process customer requests to pay for services via cheque or debit/credit cards, or process cash payments using appropriate payment facilities. 
16. Undertake administrative duties relevant to the service as required.

17. Adopt a flexible approach to changing patterns of work. 

18. Ensure that you work in line with all the Council’s policies and procedures and ensure that you are aware of your obligations under these.

19. Behave according to the Employees’ Code of Conduct and ensure that you are aware of your obligations and responsibilities re. conflicts of interest, gifts, hospitality and other matters covered by the Code.
20. Carry out your role in line with the Council’s Equality agenda.
21. To comply with health and safety policies, organisational statements and procedures, report any incidents / accidents/ hazards and take a pro-active approach to health and safety matters in order to protect yourself and others.  
22. Any other duties of a similar nature related to this post that may be required from time-to-time.
23. This post is deemed to be a “Customer Facing” role in line with the definition of the Code of Practice on the English language requirement for public sector workers.
IF THE POST IS SUBJECT TO STANDARD OR ENHANCED DISCLOSURE IT MUST BE MENTIONED IN THE JOB DESCRITPION THAT THE SUCCESSFUL APPLICANT WILL BE SUBJECT TO RELEVANT VETTING CHECKS BEFORE AN OFFER OF APPOINTMENT IS MADE - ALSO PLS MENTION THAT WILL BE SUBJECT TO RECHECKING AS APPROPRIATE
Darlington Borough Council and schools within the Borough are committed to safeguarding and promoting the welfare of children and expects all staff and volunteers to share this commitment.

Date: October 2020Error! Reference source not found.
NEIGHBOURHOOD SERVICES & RESOURCES
CUSTOMER SERVICE ADVISOR

POST NO – VARIOUS
All appointments are subject to satisfactory references.
	Criteria No.
	Attribute
	Essential

(E)
	Desirable

(D)

	
	Qualifications & Education
	
	

	1
	NVQ Level 2 in a related field, such as Customer Services or business administration

	
	D

	
	Experience & Knowledge
	
	

	2
	Recent experience of working with customers in a busy and challenging environment with sometimes angry and/or vulnerable people
	E
	

	3
	Experience of working with computers and competency in Office Applications such as Word/Excel/Access/Outlook.

	E
	

	4
	Experience of working within policies and procedures with the use of initiative to respond to situations

	E
	

	5
	Recent experience of delivering customer services in a customer-orientated role. 

Or recent experience of working in a call centre environment or reception.

	E
	

	6
	An awareness of all services provided by the authority.

	
	D

	7
	Experience of using Customer Services IT systems such as Lagan, Orchard, Uniform and i-World.

	
	D

	8
	Understanding of data protection principles and confidentiality

	E
	

	
	Skills
	
	

	9
	Ability to demonstrate attention to detail and maintain accurate records

	E
	

	10
	Ability to take ownership for resolution of enquiries.

	E
	

	11
	Ability to deal with difficult customers in stressful situations, whilst remaining professional and calm


	E
	

	12
	Ability to effectively listen and communicate verbally, to a range of audiences, including ability to explain complex issues clearly.


	E
	

	13
	Ability to effectively interpret written communication and respond in the most appropriate format.

	E
	

	14
	Ability to apply accurate literacy and numeracy skills

	E
	

	15
	Strong commitment to customer care

	E
	

	16
	Ability to handle cash and use a till.

	
	D

	17
	Ability to support customers with IT and self-serve options
	
	D

	
	Personal Attributes
	
	

	17
	Ability to work well under pressure, prioritise and make decisions.

	E
	

	18
	Understands customer service and has a welcoming and helpful approach to customers that builds immediate rapport.


	E
	

	19
	Ability to work effectively on own initiative and as part of a team

	E
	

	20
	Ability to handle sensitive or confidential information.


	E
	

	21
	Ability to continuously learn and develop and embrace change. 


	E
	

	22
	A flexible approach to working time arrangements to meet service requirements.


	
	D

	23
	Show an aptitude for self-development.


	
	D

	
	Special Requirements
	
	

	24
	Commitment to strive for continuous improvement to services for Darlington residents.


	E
	

	25
	Ability to communicate at ease with customers and provide advice in accurate spoken English
	E
	



