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JOB DESCRIPTION & PERSON SPECIFICATION

	SERVICE AREA:

	Streetscene Services
	POSITION NO:

	SECTION:

	Waste Management
	GRADE: 7

	JOB TITLE: 

	Customer Services Team Leader
	DATE PREPARED: 20th December 2017

	EVALUATION DATE:
	19 February 2018
	JE NUMBER:NC4134


	DIGNITY AT WORK: To show, at all times, a personal commitment to Looked after Children and treating all service users, customers and colleagues in a fair and respectful way, which gives positive regard to people’s differences and individuality (for example, gender, gender identity, nationality or ethnic origin, disability, religion or belief, sexual orientation, age).  Assists in ensuring equal access to services and employment opportunities for everyone and promotes the Council’s Equal Opportunities in Employment Policy.



	PURPOSE:
The post holder is responsible for leading a team required to provide all public information content and manage all customer requests for service across a broad range of customer access channels for the Council’s waste management, grounds maintenance and street cleansing services.

The role involves the management of a highly professional and responsive team of customer services staff who are the critical interface between the front line operations teams and the Council’s customer feedback team, call centre and other customer contact centres.

As the customer champion, the role requires the formulation of service standards, management systems and procedures in line with the Council’s environmental policies to ensure consistent, high quality service delivery and customer feedback.

The post holder is also required to manage multiple externally provided service delivery and supply contracts essential to the successful delivery of the Council’s waste collection service.




	PRINCIPAL ACCOUNTABILITIES:
Please note decision making must be included within the Principal Accountabilities

	1.
	Direct and lead the customer service team required to provide all public information content including web, intranet and internal A to Z and manage all customer requests for service, queries, feedback and complaints across a broad range of customer access channels for the Council’s waste management, grounds maintenance and street cleansing services.


	2.
	As the customer champion, develop and manage all public facing and contact centre information, formulate service standards, develop management systems and procedures to ensure consistent and high quality service delivery in line with the Council’s environmental policies and customer promises.


	3.
	Manage and coordinate the critical day to day interface between the front line operations teams and the Council’s customer feedback team, call centre and other customer contact centres.

To act as a lead contributor to the department’s systems and ICT development strategy including e-business, website, intranet and customer relationship management system and their integration to Streetscene’s operational and back office systems; to improve efficiency, support self-service and to meet service, corporate and legislative requirements and e-government targets.


	4.
	Provides a broad range of timely and consistent advice, research and support to the Policy and Partnerships Manager, contributing to the department’s strategic decision-making, the development of policy, innovative thinking and solutions.

Manage the team to provide an effective administrative support service to the environmental services teams within Streetscene.


	5.
	Manage multiple supply contracts with external contractors for the provision of bin delivery, bin and compostable liner supply to ensure effective stock and budget control, prioritisation and effective work scheduling, continuity of supply to support front line service delivery and to ensure customer demand is met.


	6.
	To lead the coordination of service delivery performance monitoring and reporting through analysis of data, statistics and customer information to identify and resolve recurring service delivery failures, prepare reports for senior managers and to support staff performance management and development reviews.


	7.
	Responsible for staff management including staff development, training and managing the deployment of staff resource and liaison with operational service leads to meet the varying demands of the different environmental services over time.

Controls and monitors appropriate budgets and staff resources allocated to designated projects and campaigns, to ensure service delivery meets performance targets and operational constraints.


	8.
	Coordinate, develop and implement community based pro-active services to complement core service provision, improve environmental standards and resolve service delivery problems in conjunction with the Policy Development Officer.

To develop and project manage bespoke environmental improvement projects with responsibility for monitoring and controlling staff and budgets.


	9.
	Convert technical environmental policies, strategies and service delivery methods into visual and written media campaigns with responsibility for copywriting, print, design and production across a range of initiatives and services in response to identified customer need to raise awareness and educate the public.


	11.
	The Health and Safety at Work etc. Act 1974 and associated legislation places responsibilities for health and safety on Hull City Council, as your employer and you as an employee of the council. In addition to the Councils overall duties, the post holder has personal responsibility for their own health, safety and wellbeing and that of other employees; additional and more specific responsibilities are identified in the Council’s Corporate H&S policy.


	GENERAL:
The above principal accountabilities are not exhaustive and may vary without changing the character of the job or level of responsibility. The postholder must be flexible to ensure the operational needs of the Council are met.  This includes the undertaking of duties of a similar nature and responsibility as and when required, throughout the various work places in the Council.




	
DIMENSIONS:  
All sections should be completed – if there aren’t any state ‘none’

	1.	Responsibility for Staff:
Responsible for a Customer Service Officer (gr. 5) and team of 6 Customer Support Officers (gr. 3) across a number of work places.

2.	Responsibility for Customers/Clients:
Manage the team that handles all service requests for Streetscene environmental services including waste collection, street cleansing and grounds maintenance to residents and businesses across the city.

3.	Responsibility for Budgets:
Manage the day to day delivery of the bin delivery, bin supply and compostable liner supply contracts with a total annual contract value of £750k, ensuring stock is managed and items are available for use when required.

4.	Responsibility for Physical Resources:
The post holder is responsible for appropriate use of and security of items such as laptops, computers, televisions, and electrical audio visual equipment and exhibition display boards.


	WORKING RELATIONSHIPS:
All sections should be completed – if there aren’t any state ‘none’

	1.	Within Service Area/Section:
Work closely with the Waste Operations Office Manager to coordinate responses to customers.
Work closely with the Waste Contracts & Strategy, Operations, Enforcement and Street care teams.

2.	With Any Other Council Areas
Work closely with Housing, Communications and Marketing, Customer Experience, Customer Feedback and Neighbourhood Co-ordinators within the Area team.

3.     With External Bodies to the Council
Work with Landlords, Hull University, Humberside Police, Humberside Fire and Rescue, community groups and social enterprises, Churches, East Riding of Yorkshire Council, and third party contractors.




	ORGANISATION CHART: 


	







	
	Tick relevant level for each category
	

	
	Not applicable
	Low
	Moderate
	High
	Very High
	Intense
	




Supporting Information 
(if applicable)

	PHYSICAL DEMANDS:
Physical Effort and/or Strain – (tiredness, aches and pains over and above that normally incurred in a day to day office environment).
	x
	
	
	
	
	

N/A
	



	WORKING CONDITIONS:
Working Conditions – (exposure to objectionable, uncomfortable or noxious conditions over and above that normally incurred in a day to day office environment). 
	x
	
	
	
	
	

N/A
	



	EMOTIONAL DEMANDS:
Exposure to objectionable situations over and above that normally incurred in a day to day office environment.
	
	x
	
	
	
	
	Dealing with challenging customers/stakeholders



	
PERSON SPECIFICATION
	Tick relevant column
	List code/s*

	The information listed as essential (the column that is shaded) is used as part of the job evaluation process.  The requirements identified as desirable are used for recruitment purposes only.
*Codes: AF = Application Form, I = Interview, CQ = Certificate of Qualification, R = References (should only be used for posts requiring DBS’s), T = Test/Assessment, P = Presentation
	Essential
	Desirable
	How identified 

	1. 
	Qualifications:

	
	NVQ level 3 qualification or significant demonstrable relevant work experience
	x
	
	AF, I, CQ

	
	GCSE maths and English (C and above) or equivalent
	x
	
	AF, CQ

	2. 
	Relevant Experience:

	
	Experience of delivering and planning services at an operational level which includes experience of dealing with the public on a face to face basis
	x
	
	AF, I

	
	Experience of working within a pressurised and challenging environment
	x
	
	AF, I

	
	Supervisory experience, in a capacity in which leadership qualities and the ability to motivate a team have been demonstrated
	x
	
	AF, I

	
	Experience of successfully managing activity and performance targets 
	x
	
	I

	
	Experience of developing and sustaining a culture that delivers high performance
	
	x
	AF, I

	
	Experience and understanding of service delivery planning 
	x
	
	AF, I

	
	Experience of Streetscene Services Industry (Waste Management, Highways, Street Cleansing, Grounds Maintenance)
	
	x
	AF, I

	
	Experience of stock management
	
	x
	AF, I

	3. 
	Skills (including thinking challenge/mental demands):

	
	Innovation skills and ability to work on own initiative
	x
	
	AF, I

	
	Negotiation and influencing skills with the ability to secure co-operation, assistance and develop and maintain good working relationships with a wide range of partners and stakeholders
	x
	
	AF, I

	
	Ability to motivate and lead multiple office based staff operating in different locations
	x
	
	AF, I

	
	Customer Focus – a proven ability to appropriately handle customer queries and complaints
	x
	
	AF, I, T

	
	Ability to identify opportunities to improve systems and process to drive change and improve service delivery.
	x
	
	AF, I

	
	Ability to analyse information to identify trends and make decisions
	x
	
	AF, I

	
	Ability to prioritise and manage time
	x
	
	AF, I

	
	Use and develop processes within specific ICT applications
	x
	
	AF, I

	4. 
	Knowledge:

	
	Sound knowledge of I.T. systems used in the administration of front line service delivery including the use of Customer Relationship Management systems
	x
	
	AF, I

	
	Sound knowledge of business processes and I.T. systems used in the administration of front line service delivery 
	x
	
	AF, I

	
	Applied knowledge of Human Resources policies, particularly in relation to the management of staff
	x
	
	AF, I

	
	Applied knowledge of digital systems, appreciation of E communications and other digital channels
	x
	
	AF, I

	
	Good knowledge and understanding of Streetscene’s environmental services
	x
	
	AF, I

	
	Awareness of local authority best practice in service delivery
	
	x
	AF, I

	5. 
	Interpersonal/Communication Skills:
Verbal Skills

	
	Ability to negotiate, mediate and resolve conflict
	x
	
	AF, I, T

	
	Ability to explain and present information in a manner appropriate to the audience needs
	x
	
	AF, I

	
	Ability to deliver training
	x
	
	AF, I

	
	Ability to engage with a range of audiences, including managers, residents and stakeholders
	x
	
	AF, I

	
	Ability to build and manage effective relationships with stakeholders
	x
	
	AF, I

	
	Ability to work with team members to build the strength of the service
	x
	
	AF, I

	
	High degree of interpersonal skills including presentation, motivational and negotiating skills
	x
	
	AF, I

	
	Written Skills

	
	Ability to maintain written and electronic records
	x
	
	AF, I

	
	Ability to produce a range of written material including reports, letters, minutes and action plans
	x
	
	AF, I, T

	6.
	Other:
	
	
	

	
	A proven commitment to high levels of customer service
	x
	
	AF, I

	

	The requirements listed below are not considered during the job evaluation process, but are essential requirements for the role that will be assessed during the recruitment process.

	7. 
	Competencies:

	
	The competencies listed below are all essential requirements for working at Hull City Council in any post; however, those that have been ticked as essential have been identified as key competencies for this role and will be measured as part of the selection process.  They are not required to be addressed in the candidate’s application form.
	
	
	

	
	Leading forward 
	
	N/A
	

	
	Improving services
	x
	N/A
	

	
	Analysis and decision making
	x
	N/A
	

	
	Making things happen
	x
	N/A
	

	
	Communicating with impact 
	x
	N/A
	

	
	Collaboration 
	
	N/A
	

	
	Developing self and others
	x
	N/A
	

	
	A copy of the Competency Framework can be accessed via the Council’s website – www.hullcc.gov.uk/jobs

	8. 
	Additional Requirements:

	
	Cross as an essential requirement if the candidate requires a Baseline Personnel Security Check (BPSS).
	
	N/A
	

	
	
	
	N/A
	

	9. 
	Disclosure of Criminal Record:

	
	The successful candidate’s appointment will be subject to the Council obtaining a satisfactory Basic #Standard/#Enhanced# Enhanced & Barring List Disclosure from the Disclosure & Barring Service (if ticked as an essential requirement).
#Service area to delete as required
	
	N/A
	DBS Disclosure

	
	If the postholder requires a DBS disclosure the candidate is required to declare full details of everything on their criminal record.
	
	N/A
	AF(after short listing)

	
	If the postholder requires a ‘Basic Disclosure’ or no disclosure is required, the candidate is required to declare unspent convictions only.
	[bookmark: _GoBack]X
	N/A
	AF(after short listing)




Policy & Partnerships Manager (gr.10)


Customer Services Team Leader (gr.7)


Customer Services Officer (gr.5)


Customer Support Officer (gr.3) x 6 posts
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