JOB DESCRIPTION

	Job Title: Customer Advisor
	Grade:  Scale 4

	Division:  PACS – Customer Services Centre
	Accountable to: Team Leader

	Current Postholder:  
	Responsible for: Nil Staff

	Post No: F544
	


The purpose of the role is to provide excellent service to all customers contacting the Council, both externally and internally, resolving as many enquiries as possible at the first point of contact to maximise customer satisfaction. 
All enquiries must be processed to the required performance standards (including statutory) complying with the Data Protection Act, the Freedom of Information Act, Copyright, and the Council’s Code of Conduct.

All Customer Services Advisors will be expected to perform the following duties: 
Job Responsibilities

1. To communicate proactively, timely and courteously, a comprehensive and dedicated front-line advisory service face-to-face, by telephone, email or in writing on behalf of the Council and its partners;

2. To take personal responsibility for resolving the significant majority of customers enquiries by self at point of first contact in a competent and professional manner, and in so doing ensure the Council meets its Customer Service Standards;

3. To demonstrate a thorough and developing understanding of complex processes, specialised skills and technical knowledge by fully utilising an extensive range of dedicated software systems and the Council’s internet site to meet customers’ service requests and resolve their enquiries;

4. To maintain these specialised software systems by accurately inputting, updating and extracting data, and recommending enhancements based on operational experience;

5. To demonstrate a solid base of generalist knowledge and experience together with a developing knowledge of more specialised procedures to enable provision of direction, assistance and authentication of relevant documents on behalf of the Council and its partners;

6. To generate technical documentation electronically as required by the customer and receipt payments of cash, cheques, credit/debit cards in accordance with the Council’s rules and regulations for cash handling;

7. To work on own initiative; making effective assessment of the customer’s needs, referring on to specialist officers only where detailed technical support is appropriate;

8. To confidently handle a range of different situations and react accordingly with tact, diplomacy and empathy, and to diffuse potentially tense confrontations in a positive and calm manner;

9. To behave with integrity; applying specialist knowledge of the Council’s Equalities and Disability Discrimination Policies; treating all customers fairly and without discrimination and in accordance with the Council’s Customer Care Standards;

10. To seek and develop means of addressing special needs of customers, where appropriate, utilising translation and interpretations services provided by the Council;

11. To keep abreast of legal, legislative and organisational changes within the Council in order to provide up-to-date information to all customers;

12. To provide the highest level of service support by maintaining standards and exploring technological and procedural improvements, for the benefit of internal and external customers;

13. To actively contribute to a unified environment by working collectively within the wider Customer Services team and maintaining relationships with staff from other services to ensure effective service delivery; 

As a term of your employment you can be required to undertake such other duties commensurate with your grade, and/or vary hours of work, as may reasonably be required of you at your initial place of work or at any other of the Authority’s establishments.

Note:

This job description outlines the main duties and responsibilities of the position and is designed for the benefit of the postholder and the Council in understanding the prime functions of the post. It should not be regarded as exclusive nor exhaustive as there may be other duties and requirements associated with and covered by the grading of the post.

This job description is current as at February 2010.

Signed: ………………………………………………

Date: ………………………………………………….

