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	Factor
	Essential
	Desirable
	Assessment means

	Skills and Knowledge
	Customer Care- Demonstrate and maintain high standards of customer care.

Strong customer service ethos
Ability to engage with customers and communities in a variety of settings
Able to contribute to the creation of  a welcoming, customer-focussed environment 
Communication – the ability to communicate effectively both orally and in writing

Teamwork - Able to work effectively in a team , follow instructions  and  work independently

Equalities – awareness of equalities legislation and ability to demonstrate a commitment to identifying and meeting  the needs of all service users

Change – Able to work flexibly, to adapt  to change  in a dynamic service area that is constantly changing Ability to support colleagues through change in a positive and sensitive manner.

IT skills - 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

Admin. - Ability to carry out clerical routines and cash handling accurately and efficiently

Events - Ability to participate in  a range of  events and activities

Performance - Able to take an active role in monitoring performance, including accurate collection of statistics 

Accountability – take responsibility for Health and Safety of self and colleagues within the context of the post

	An awareness and understanding of the role of libraries and community centres within the community

Knowledge of specific computerised tools, e.g. Talis, 

Ability to help customers with basic Internet and other computer applications


	Application form

Interview and exercise

References

Test



	Qualifications and Training
	Good general education equivalent to GCSE standard or relevant experience

Excellent standard of literacy and numeracy 


	ICT qualification

Customer Care qualification


	Documentary evidence

Test



	Experience
	Experience of working in a customer service environment  in either a paid or voluntary capacity

Experience of team working

Use of computers including, internet, e-mail and MS Office or similar 

Basic administrative, clerical and financial routines


	Experience of participating in events and activities for all ages


	Application form

Interview

References



	Special Requirements
	Maintain a professional image at all times

Ability to empathise with and enjoy helping people of all ages, abilities and cultures

A willingness to undertake personal development and training

Ability to work at any Customer First Centre, library or community centre  in North Tyneside

Ability to work flexible hours including evenings, weekends and Bank Holidays as required
	
	Application form 

Interview

References
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