JOB DESCRIPTION

	
	

	Post Title
	Customer Services Officer (Contact Centre and Face to Face)

	
	

	Division
	Community Services 
	Grade:
	5/6

	
	

	Section
	Customer Services

	
	

	Responsible to
	Assistant Customer Contact Managers

	
	

	Responsible for
	Nil

	
	

	Works with
	Officers in other departments, External Bodies and Councils, Members of the public 


Safeguarding:

All staff at North Warwickshire Borough Council are required to positively contribute to the Borough Council’s responsibility to safeguard and promote the welfare of children, young people and adults with care and support needs. It is their professional duty to be aware of the signs and symptoms of abuse and, in accordance the Safeguarding Policy and Procedures, to respond appropriately to any identified concerns.
Overall, Purpose of the Position:

To provide information, advice, and payment service for the Council in respect of enquiries made through the Contact Centre and Council Offices. To assist the Assistant Customer Contact Manager, achieve the objectives and targets of the Division.

	Special Conditions:




Successful completion of the HMG Baseline Personnel Security Standard check, which involves a basic DBS Disclosure satisfactory to North Warwickshire Borough Council.
Principal Responsibilities:

1. Assess and resolve verbal enquires, requests and complaints received mainly via the telephone and including face to face, email, social media, and written channels where applicable to standards agreed by the Council and where necessary, refer more complex matters to service departments. 

2. To support the Senior Customer Services Officer and Assistant Customer Contact Managers in providing a comprehensive and high-quality reception service to all customers using the Council Offices, giving advice and information on all services available both from the Council and partner organisations

3. To receive and process all forms of payments made to the Council by customers.

4. To undertake administration duties e.g., to verify, scan and index documentation received, sending out leaflets and any other service-related admin duty required to support the Assistant Customer Contact Managers.
5. To accurately record both manually and on-line all advice given, and details of services requested, or complaints made across a range of pre-agreed Council services.
6. To act on behalf of the customer in ensuring queries referred from the Contact Centre and Council Offices to service departments are responded to within the required standards adopted by the Council.

7. To undertake training in all systems necessary to complete the role.

8. To represent the Contact Centre at meetings with the Service Area.

9. To assist in the preparation of statistics for reporting and monitoring purposes.

10. Encourage the public to comment, participate in surveys, and feedback information on services in order to improve service delivery.

11. To ensure that service provision reflects the Council’s Equal Opportunities and Customer Service Standards

12. To report any cases of suspected fraud to the Senior Anti Fraud Officer.

13. To be aware of Health and Safety legislation and, so far as is reasonably practicable, ensure compliance with the Health and Safety at Work Act, and the Council’s Safety Policy.

14. To carry out any duties and responsibilities required under the Data Protection Act 1998 in particular, to take all reasonable care that no unauthorised loss or disclosure of personal date occurs.

15. To undertake personal development commensurate with the duties and responsibilities of the job.

16. To carry out any other reasonable duties as may be required by the Assistant Customer Contact Managers.

17. The nature of the job will require occasional work outside normal office hours for which time off in lieu will be granted.

Signed by the Postholder: ………………………………………………………………..

Date:…………………………………………………………………………………………

