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Person Specification




Job Title: Customer Service Advocate

Service: Customer Service Network

Role Profile reference: FC3
	Essential Requirements
	Method of Assessment

	Communicating (verbal) - Able to share information, obtain information and have dialogue with others either in person or over the telephone.
	Interview

	Communicating (written) - Able to share information and obtain information from others through written communication.
	Application Form/Assessment



	Ability to develop knowledge, experience of:

· Listening and responding to customer needs, acting upon and processing service requests.

· Ensure work is carried out in an organised and effective way, including any follow up actions, so customer enquiries are resolved fully at the first point of contact
· Responding to enquiries using telephone, web, email, face to face and any other communications channel that becomes available as technology and ways of working develop.

· Working within set policies and procedures to make sure customers have a good experience by receiving excellent customer service 

· Suggesting improvements to customer service, systems and procedures, to help us to continuously improve.

· Contributing to, developing and maintaining positive customer relationships, including managing challenging behaviour and hostility.

· Managing your own workload and the expectations of the customer.

· Logging comments, compliments and complaints in accordance with the Council’s procedures.

· Using I.T. systems effectively to develop and maintain customer information and other statistical data.

· Ensuring customer contact is in accordance with the Customer Charter and appropriate service standards.
	Application form/Assessment/Interview

	Vigour – Works at a fast pace, copes well with higher levels of workload.
	Application form/Assessment/Interview

	Customer Service Excellence – Able to delight customers, deliver high quality tailored services to meet needs and exceed expectations
	Application form/Assessment/Interview

	Listening - Listens to others to assess requirements in order to respond appropriately and efficiently.
	Application form/Assessment/Interview

	PC Skills – Able to effectively use a PC to prepare documents, record information or input data
	Application form/Assessment/Interview

	Flexibility – an ability to work effectively at all times, including times of change.  
	Application form/Interview

	Team working – be able to work effectively within a busy team environment, be helpful and co-operative with others
	Application form/Interview

	Work related circumstances 
· Commitment to Equal opportunities
· Complying with the Council’s Health and Safety rules, regulations including Health and Safety legislation. 
	Application form/Interview


