
[image: image1.jpg]4 City Council




JOB DESCRIPTION AND PERSON SPECIFICATION
	SERVICE AREA:


	Customer Services
	POSITION NO: 

	SECTION:


	Customer Services
	GRADE: 3/4/5 (Career Progression)

	JOB TITLE:


	Customer Advisor
	DATE PREPARED: December 2021 (reviewed December 2022)


	EVALUATION DATE:
	15 December 2021
	JE NUMBER: NC4639 and NC4306


	DIGNITY AT WORK: To show, at all times, a personal commitment to Looked After Children and treating all 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: 
Grade 3
To provide and deliver information on a wide range of services via telephone, email, web chat, social media/others in an appropriate manner whilst ensuring service standards are met. To provide excellent customer service, ensuring that a positive image of the council is conveyed at all times and that Customer Service standards are met.  To provide information on a wide range of both council services and services of partner organisations, ensuring that as many enquiries as possible are resolved at first point of contact and customers are encouraged to access all services available to them.
Grade 4 – all the above plus

To provide excellent Customer Service at all times in a positive sensitive and respectable manner, adapting your approach as appropriate to ensure equality of access to all.  

To ensure a positive image of the council is conveyed at all times and Customer Service standards are met. 

To deliver a good knowledge base around various areas to include Council Tax, Business Rates, Housing, Planning, Schools, Welfare and Benefits etc.
To work as part of a blended team to deliver an efficient and effective Customer Service across the contact centre, customer service centres and other community-based places to meet customer demand.
To support and assist in the delivery of joined up services to respond to the customer’s needs and expectations.

To ensure that as many enquiries as possible are resolved at first point of contact and customers are encouraged to access all service available to them, this may include signposting to the relevant departments both internal and external.

Grade 5, all the above plus:  

Carry out more complex functions and provide specialist advice which will require a high level of detailed knowledge to evaluate and comprehend the customer’s enquiry to ensure the correct advice and support is provided.

Carry out cashing up and reconciliation of cash.

Mentoring, supporting and developing staff who are less experienced to ensure the highest customer service standards are maintained.



	PRINCIPAL ACCOUNTABILITIES:


	Grade 3

	1.
	To provide information and advice whilst taking action to ensure the enquiry is dealt with both effectively and appropriately whilst maintaining targets and deadlines. 

	2
	Take responsibility for resolving queries and completing the arising actions on behalf of the customer, progressing and chasing when required.

	3.
	Maintain and record a full accurate electronic record of all customer interactions.

	4.
	To proactively identify improvements to service and assist with their implementation.

	5.
	To participate in training and development activities upon request that are deemed necessary to become proficient within this role. With an aim to be trained across all skills/call types.

	6.
	To be polite and professional at all times, providing a caring, listening service, whilst demonstrating an understanding and responsiveness to customers’ requirements, whilst recognising the diversity of their needs.  

	7.
	To contribute towards the delivery of a flexible and responsive service which will involve weekend working and to take a flexible approach to changing patterns of work. 

	8.
	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.

	Grade 4 all of the above plus
9.

To respond to enquiries from customers across all contact channels phone, face to face, email, chat and social media, taking action to ensure they are dealt with efficiently and appropriately, in line with agreed procedures and that as many as possible are resolved to the satisfaction of the customer at the first point of contact.  
10.

To liaise with colleagues and partner organisations to help resolve/escalate enquiries to the appropriate person as required.
11.

To encourage customers to self-serve where appropriate using online forms/information, and provide support to vulnerable customers with complex enquiries, this may include validation/copying of evidence which may be needed to support the enquiry. 
12.

To maintain a knowledge and understanding of how and why Council services are delivered and how these can be improved for the customer.
13.

To contribute towards the delivery of a responsive service, this will be delivered via face to face and phone including weekend working at various locations.
14.

To have a flexible, proactive and positive approach, open to new ways of working to provide excellent customer service. To raise ideas/improvements in every aspect of service delivery in a continually changing customer service environment.
15.

To maintain accurate records of advice given, updating, as required, information on multiple council I.T. systems.


	16.
To provide admin duties relevant to the site, these may include sorting of incoming mail, registering of official visitors, issuing of keys, receiving deliveries, taking room bookings and reporting building maintenance issues.
Grade 5, all of the above plus:
17.
Cashing up and reconciliation of monies taken via the ICON system on a daily basis and all other office systems as appropriate.
18.

To coach and support team members offering training as appropriate and necessary to carry out their roles correctly and error free.
19.

 Mentor staff as necessary and witnessing and signing development log evidence, giving help, advice and suggestions to staff working towards further development.

20.

To be a champion and deliver specialist knowledge relating to services accessible to customers at all Customer Service sites, e.g. Universal Credit, Veterans and Homeless etc. 
21.

To participate in training and development activities appropriate to the role. 
22.

To provide guidance on operational matters and procedures. 

23.

To support and assist Team Leaders as and when appropriate to ensure delivery of services to the customer.

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 workplaces in the Council.


	DIMENSIONS:  


	1.
Responsibility for Staff:

Grade 3

No direct responsibility for staff, however the post holder is required to support and mentor less experienced staff. 
Grade 4, the above plus

To contribute to the efficient running of the service as a member of the team, no direct staff responsibility. 
Grade 5, all the above plus:

To support and mentor less experienced staff to help achieve the highest customer service standards.

To provide advice and training to less experienced staff to help and support them working towards further development and completion of development log.

2.
Responsibility for Customers/Clients:

Grade 3 and 4

This is a key role providing front/first line service delivery of over 135 Council Services to more than 260,000 residents within the city, in addition to non resident customers and local businesses.
Responsible for ensuring a safe and secure environment for the public whilst accessing services.
The role involves a proactive approach to customer care, in friendly, considerate, courteous and professional manner acting within agreed council strategies and policies.

To raise customer awareness of legal duties and/or policies that may affect their use of Council services and take action to enforce such policies and legal duties e.g. the IT Acceptable User policy; Copyright, Designs and Patents Act 1984, Data Protection Act etc.

Grade 5, all the above plus:

Dealing with escalated queries of a more complex nature.
3.
Responsibility for Budgets:
Grade 3 and 4
None.
Grade 5, 

Contributes to the handling of cash on a daily basis which is reconciled as per banking requirements and maintaining effective and accurate records following financial guidelines and audit procedures as instructed.
4.
Responsibility for Physical Resources:
Grade 3

Routine operation and care of electronic equipment e.g., Computer equipment, headsets etc.

To have an awareness that fixtures, fittings and resources are fit for purpose reporting concerns and problems to a senior officer in a timely manner. Take appropriate action as defined in policies and procedures in instances of IT failure or problems. There is a responsibility to ensure only appropriate disclosure and sharing of confidential information.
Grade 4, all the above plus
Routine operation and care of electronic equipment e.g. photocopiers, printers, computer equipment etc.

Grade 5, all the above.


	WORKING RELATIONSHIPS:


	1.
Within Service Area/Section:
Grade 3

Close working relationships with colleagues in Customer Services to deliver excellent customer service.

Grade 4, all the above plus

To work within the Contact Centre and Customer Services centres, to ensure sufficient staff presence and cover all relevant daily tasks and be included in rotation of duties and office and reception cover.  

Close working relationships with colleagues and staff deployed within Customer Services to deliver excellent customer services to ensure all information is distributed as and when necessary.

Grade 5, all the above

2.
With Any Other Council Areas
Grade 3, 
Close working relationships with colleagues in other service areas to ensure joined up, customer focused service delivery, for example
Housing

Homeless team

Council Tax

Electoral services

Business Rates

Planning

Schools

Welfare and Benefits.

Adult and Children services

I.T. Services

etc.
Grade 4, all the above

Grade 5, all the above

3.     With External Bodies to the Council
Grade 3

Communicates with colleagues from partner organisations e.g. The Police working locally on issues in order to respond to customer enquiries or carry out supporting administrative functions. Stakeholders consist of Primary Care Trust, Local Police Authority, Voluntary Sector Organisations, Welfare Advisory Services, Job Centre Plus.
Grade 4, all the above

Grade 5, all the above



	ORGANISATION CHART: 



	Grade 3









	ORGANISATION CHART: Please Provide Job Titles and Grades


	Grade 4/5

Immediate Line Manager

Contact Centre/Customer Service Team Leader
Other jobs (peers) that report to immediate line manager

None
This Position
Customer Advisor Grade 3/4/5 
(Career grade)
Direct Reports

None



	
	Tick relevant level for each category
	

	
	Not applicable
	Low
	Moderate
	High
	Very High
	Intense
	Supporting Information 
(if applicable)

	PHYSICAL DEMANDS:
Grade 3,4 and 5
Physical Effort and/or Strain – (tiredness, aches and pains over and above that normally incurred in a day-to-day office environment).
	
	X
	
	
	
	
	Answering telephone calls therefore, sitting for long periods. Prolonged use of working with computer screens supported by appropriate rest breaks.

	WORKING CONDITIONS:
Grade 3,4 and 5
Working Conditions – (exposure to objectionable, uncomfortable, or noxious conditions over and above that normally incurred in a day-to-day office environment). 
	
	
	X
	
	
	
	This involves contact with a wide range of customers on a daily basis which could include dealing with abusive, aggressive customers, regularly dealing with challenging and situations and personal circumstances from customers.

	EMOTIONAL DEMANDS:
Grade 3,4 and 5
Exposure to objectionable situations over and above that normally incurred in a day-to-day office environment.
	
	
	X
	
	
	
	This involves contact with a wide range of customers on a daily basis which requires the need to adapt behaviour best suited to the customer needs and/or situation, this can often be emotionally challenging situations.


	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: 

	
	Grade 3
	
	
	

	
	4 GCSE Grade 9 - 4 in English and Maths. 
	X
	
	AF

	
	NVQ Level 2 in Customer Services or equivalent.
	
	X
	AF

	
	Grade 4
	
	
	

	
	NVQ Level 2 in Customer Services or equivalent qualification in related work area or work experience.
	X
	
	AF/ CQ

	
	Good standard of general education including good, applied literacy and numeracy skills.
	X
	
	AF/ T

	
	Customer Care Qualification.
	
	X
	AF/ CQ

	
	Grade 5 
	
	
	

	
	NVQ3 in Customer Services or equivalent qualification in related work area or work experience.
	X
	
	AF/ CQ 

	2. 
	Relevant Experience:

	
	Grade 3
	
	
	

	
	Experience of working within an operational environment which includes experience of dealing with the public on a face to face or in a call centre environment.
	X
	
	AF

	
	A commitment to a high level of customer service which can be demonstrated through previous work or volunteering experience.
	X
	
	I

	
	Experience using and applying IT systems and office software for varying purposes.
	X
	
	AF, I

	
	Grade 4
	
	
	

	
	Experience of working within a customer front line service environment.
	X
	
	AF/ I

	
	Experience of using and applying IT systems and office software.
	X
	
	AF/ I

	
	Experience of working within in an emotionally challenging environment.
	
	X
	AF/ I

	
	Practical experience of working in a team environment.
	X
	
	AF/ I

	
	Grade 5
	
	
	

	
	Experience of working within an operational environment which includes substantial experience of dealing with the public on a face-to-face basis.
	X
	
	AF/ I

	
	Experience of working with management to ensure delivery of services is provided to an excellent standard.
	X
	
	AF/ I

	
	Experience of working with key partners and a commitment to developing partnership working. 
	
	X
	AF/ I

	
	Experience of dealing with cash and receipting and reconciliation of appropriate records.
	X
	
	AF/ I

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

	
	Grade 3
	
	
	

	
	Ability to assess situations which are not straightforward and an understanding of when to escalate issues.
	X
	
	I

	
	The ability to work on own initiative as well as contributing to work as a team.
	X
	
	AF, I

	
	Awareness of the needs of disadvantaged groups and of equality of opportunity in service delivery.
	
	X
	I

	
	Good IT skills.
	X
	
	AF, I

	
	Numeracy skills.
	X
	
	T

	
	Accuracy skills, including attention to detail.
	X
	
	T

	
	Grade 4, all the above plus
	
	
	

	
	Excellent communication and organisational skills.
	X
	
	AF/ I

	
	Ability to prioritise tasks and adhere to deadlines in order to meet the demands of the Customer Services.
	X
	
	AF/ I 

	
	Ability to assess situations which are not straightforward and an understanding of when to escalate issues.
	
	X
	AF/ I

	
	Ability to work effectively with colleagues, third parties, partners and customers.
	X
	
	AF/ I

	
	Excellent IT skills.
	X
	
	AF

	
	Good Numeracy skills.
	X
	
	AF/T

	
	Accuracy Skills, including attention to detail. 
	X
	
	AF/T

	
	Grade 5 all the above, plus; 
	
	
	

	
	Ability to work on one’s own initiative as well as contributing to work as a team. 
	X
	
	AF/ I

	
	Ability to motivate staff and be an excellent role model.
	X
	
	AF/ I

	
	Ability to mentor and support in a challenging environment and pass on appropriate and relevant knowledge to others.
	X
	
	AF/ I

	
	Ability to identify and implement appropriate solutions to situations presented by customers which are more complex than the routine.  
	X
	
	AF/ I

	
	Ability to suggest operational improvements and make recommendations in changes to improve service delivery.
	
	X
	AF/ I

	4. 
	Knowledge

	
	Grade 3
	
	
	

	
	An understanding of services delivered by the Council is required to provide front/first line service delivery e.g.  Council Tax, Housing, Waste management, Housing Benefits
	
	X
	I

	
	Knowledge of admin systems such as IT, web, telephony systems
	
	X
	I

	
	Grade 4 all the above, plus;
	
	
	

	
	A knowledge and commitment to supporting and providing a customer focused service.
	X
	
	AF/ I

	
	Knowledge of services provided by key partner organisations e.g. Police, NHS.
	X
	
	AF/ I

	
	Knowledge of the I.T. council systems and it’s functionality or equivalent systems.
	
	X
	AF/ I

	
	Awareness of the needs of disadvantaged groups and of equality of opportunity in service delivery.
	X
	
	AF/ I

	
	Grade 5 all the above, plus;
	
	
	

	
	Knowledge of key partners ensuring a commitment to developing partnership working.
	X
	
	AF/ I

	5. 
	Interpersonal/Communication Skills:

Verbal Skills

	
	Grade 3
	
	
	

	
	The ability to seek out and understand the needs of customers, taking ownership and appropriate action in an ever-changing environment.
	X
	
	 AF, I

	
	The ability to recognise the diversity of customers, identifying and assessing needs and tailoring services when necessary whilst demonstrating tact and diplomacy.
	X
	
	AF & I

	
	The capability to demonstrate at all times high standards of personal, professional and ethical behaviour.
	X
	
	AF, I 

	
	Excellent communication and advocacy skills, with an ability to deal tactfully and discreetly with customers from a wide range of cultures and backgrounds.
	X
	
	AF/ I

	
	Grade 4, all the above plus
	
	
	

	
	Developed communication skills which include an ability to listen and question to ascertain the needs of the customer.
	X
	
	I/ T

	
	Ability to establish professional, effective working relationships with a range of partners/colleagues and customers.
	X
	
	AF/ I

	
	Ability to deal with customers and staff in a respectful and positive manner at all times.
	X
	
	AF/ I

	
	Ability to deal with members of the public in a friendly, considerate, courteous and professional manner being considerate to their needs in what are potential sensitive and emotional situations.
	X
	
	AF/ I

	
	Grade 5 all the above, plus;
	
	
	

	
	Ability to assess situations which are not straightforward and exercise assertiveness, discretion and judgement as appropriate.
	X
	
	AF/ I

	
	Ability to question and obtain correct information from people in what can be emotional circumstances.
	X
	
	AF/ I

	
	Written Skills

	
	Grade 3
	
	
	

	
	Ability to record information that makes both the enquiry and response given clear to all users.
	X
	
	AF, I, T

	
	Grade 4 all the above plus
	
	
	

	
	Ability to record information accurately.
	X
	
	AF/I

	
	Ability to provide correct and legible information.
	X
	
	AF/I

	
	Grade 5, all the above plus
	
	
	

	
	Ability to contribute to a wide range of written material, recording confidential information in relation to customers personal circumstances.
	X
	
	AF/I

	6.
	Other:
	
	
	

	
	Grade 3
	
	
	

	
	Awareness of personal responsibilities in dealing with sensitive and confidential issues, with the ability to demonstrate neutrality and remain professional at all times.
	X
	
	AF/I

	
	Must have smart appearance, mature and professional attitude.
	X
	
	I

	
	Grade 4, all of the above
	
	
	

	
	Grade 5, all of the above
	
	
	

	

	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. 
	Values and Competencies:

	
	Grade 3

	
	The values and 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.

	
	Values:

	
	People First
	X
	
	I

	
	Respect
	X
	
	I

	
	Learning
	X
	
	I

	
	Ambition
	X
	
	I

	
	Partnership
	X
	
	I

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

	
	Competencies:

	
	Leading forward 
	
	N/A
	

	
	Improving services
	X
	
	I

	
	Analysis and decision making
	
	N/A
	

	
	Making things happen
	
	N/A
	

	
	Communicating with impact 
	X
	
	I

	
	Collaboration 
	
	N/A
	

	
	Developing self and others
	X
	
	I

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

	
	Grade 4 all of the above

	
	Grade 5 all of the above

	8. 
	Additional Requirements:

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

	9. 
	Disclosure of Criminal Record:

	
	The successful candidate’s appointment will be subject to the Council obtaining a satisfactory BASIC Disclosure from the Disclosure & Barring Service (if crossed as an essential requirement).
	X
	N/A
	DBS Disclosure

	
	If the postholder requires a Standard or Enhanced DBS disclosure the candidate is required to declare full details of everything on their criminal record unless the conviction/s and/or caution/s are considered “protected” in line with filtering rules for DBS checks.
	
	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.
	X
	
	AF (after short listing)


Customer Operations Manager





Performance Manager





Contact Centre Team Leader





Customer Advisor
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