BURY METROPOLITAN BOROUGH COUNCIL

JOB DESCRIPTION

	Post Title:   Customer Advisor

	Department:  

Adult Care Services
	Establishment/Post Number:

	Division/Section: 
CAD HUB
	Post Grade: 7

	Location:
Textile Hall, Bury or any other base within the Borough as required 
	Post Hours: 
37 hrs per week 


	Special Conditions of Service:
· The CAD HUB must be staffed throughout its hours of opening.  Working patterns will be set to ensure sufficient cover is available during this period.
· Limited flexi time arrangements may be available dependent on service requirements
· Satisfactory DBS disclosure at the basic level to be renewed in line with the authority’s timescales.

	Purpose and Objectives of Post:

To deliver a high standard of customer service to people looking to the department for assistance.  Key elements of the post include:

· Providing information and support to resolve as many enquiries as possible at the first point of contact
· Processing all contacts in line with agreed processes, procedures and performance standards.  This may include making referrals, signposting to other services or distributing literature as appropriate

· Updating systems and other records as required to deliver an effective and efficient service to the public

· Monitoring the accuracy of information and highlighting any errors or anomalies
· Compliance with the council’s requirements on data protection, freedom of information and confidentiality

	Accountable to: Operations Manager

	Immediately Responsible to: Initial Contact Service Manager

	Immediately Responsible for: None

	Relationships: (Internal and External)

· Staff within Adult Care Services and other departments

· The corporate CRM team

· Members of the public, service users and carers
· Elected Members, MPs and representative bodies
· External organisations including other local authorities, contractors, partners and public agencies

	Control of Resources

Equipment:
· Computer and relevant software packages (including CRM), office stationery and headsets 


	Duties/Responsibilities:

	1. To be the first point of contact for all Adult care customers – providing a high quality, efficient and courteous service over the telephone or face to face.  Customers may include members of the public, staff or representatives from other agencies

	

	2. To develop and apply practical and procedural knowledge of the social care options available to customers so that as many enquiries as possible can be resolved to the customers satisfaction, at first point of contact

	

	3. To interview customers and obtain sufficient personal details and background information to form a judgement about their needs whilst remaining sensitive to the needs of vulnerable people.  Based on this information:

· Determine actions that are appropriate to meet short term needs
· Identify people requiring further assessment and prioritise in order of need

· Initiate contacts as required. 
· Complete the necessary administrative follow up to close the enquiry 

	

	4. To provide advice, guidance and information about services available and support customers to adopt a course of action that is suitable to them

	

	5. To make documents, publications and other literature available on demand and provide assistance with information as requested

	

	6. Working to recognised procedures, signpost or refer customers to other services based on the information provided

	

	7. To ensure that all information relating to customers is treated sensitively and used appropriately.  Care is taken to ensure no loss of data or unauthorised disclosure of personal information

	

	8. To engage appropriate services such as Language Line / Typetalk / translation service when necessary

	

	9. To assist services users in the understanding and completion of documents and to process forms as required.

	

	10. To follow up matters that cannot be dealt with immediately and to take responsibility for ensuring that issues concerning other services, agencies and organisations are referred promptly and accurately

	

	11. Review information held and published by the department to ensure the quality and accuracy of publicity material, contact lists and services.  Highlight any errors or anomalies to managers

	

	12. To record complaints on relevant databases and advise customers on the complaints procedure

	

	13. To maintain and update the Customer Relationship System (CRM), The Bury Directory, Protocol and any other information or record systems to enable enquiries to be resolved effectively and efficiently.  This may include inputting, retrieving and updating records or systems to ensure a first class service is provided to customers

	

	14. To undertake training on an ongoing basis to develop skills, service knowledge and awareness of departmental activities to support the delivery of good quality customer care through the contact centre.  This includes keeping up to date with improvement techniques, current practice and relevant legislation

	

	15. To assist in the training of new members of staff in systems and procedures relating to the work of Customer Advisors

	

	16. To work as part of the team ensuring ensure that appropriate referral and reception services are maintained

	

	17. To contribute ideas, suggestions and feedback to improve the work of the team

	

	18. Operate safely within the workplace and due regard to personal responsibilities under Health and Safety legislation.  Follow council policies and procedures for health and safety and risk management and report defects to senior staff

	

	19. Encourage information sharing internally and with other council departments, partners and external organisations in accordance with data protection guidelines and national, corporate and Departmental policies on confidentiality and the management of shared information


	Health and Safety Responsibilities
· To carry out work in a manner that does not place the health and safety of yourself or others at unnecessary and/or inappropriate levels of risk.

· To fully co-operate with the Department’s and the Council’s managers in all matters relating to occupational health and safety 

· To ensure that the Department’s and the Council’s health and safety arrangements are applied.

· To report any damage to equipment and shortcomings in local arrangements to a supervisor or line manager. 

· To ensure that appropriate management or organisational representatives are informed of; any apparent cases of serious or imminent danger, situations which present a significant risk to health or safety, and any shortcomings in departmental and/or organisational arrangements.




	Limits of Authority

Within the framework of Council and Departmental policies and instructions, and subject to the overriding authority of his/her line manager, the officer holding this post is authorised to undertake all duties appertaining to the areas of work outlined above

ORGANISATIONAL COMPETENCIES

Customer Care – To continually review, develop and improve systems, processes and services in support of the Council’s pursuit of excellence in service delivery.  To recognise the value of its people as a resource

Valuing Diversity – To be responsible for contributions to the achievement of the Authority’s Valuing Diversity Policy, both in your work and through the implementation of action plans.  To provide a supportive open environment where all employees have the opportunity to reach their full potential.  To ensure that the Elected Members are encouraged to share in and reflect policy in their work

Developing Self and Others – To use processes and put processes in place to generate a learning environment.  To focus on the strengths and requirements of all individuals and enable them to further their skills and knowledge.  To actively pursue your own development.  To be self-aware and role model continuous self-development

Where an employee is asked to undertake duties other than those specified directly in his/her Job Description, such duties shall be discussed with the employee concerned who may have his/her Trade Union representative present if so desired.

	Job Description prepared by:
	Sign: 
	Date:

	Agreed correct by Postholder: 
	Sign:
	Date:

	Agreed correct by Supervisor/Manager:
	Sign:
	Date:


	METROPOLITAN BOROUGH OF BURY




PERSON SPECIFICATION

ADULT CARE SERVICES

CUSTOMER ADVISOR
	SHORT LISTING CRITERIA
	ESSENTIAL
	DESIRABLE

	Experience of inputting and extracting data from IT systems 
	(
	

	Experience of dealing with the public in a service environment – both face to face and over the telephone
	(
	

	Literacy and numeracy skills
	(
	

	Previous experience of working in a contact centre
	
	(

	NVQ Customer Service Level II
	
	(

	Working knowledge of the services provided by Adult Social Care
	
	(


CRITERIA FOR INTERVIEW AND OTHER ASSESSMENT METHODS

The short-listing criteria listed plus the following:

	ASSESSMENT

METHOD
	CRITERIA

	Test
	Ability to deal sensitively and accurately with customer enquiries

	Test
	Computer literate and competent in the use of IT systems

	Test
	Ability to work under pressure / regular emotional demands of the job

	Test
	Excellent written and verbal communication skills

	Interview
	Willingness and ability to take on new challenges in response to change

	Interview
	Ability to organise and prioritise workloads effectively

	Interview
	Clear understanding of customer service and its importance within an organisation

	Prior to Appointment
	Satisfactory disclosure at the appropriate level under the Criminal Records Bureau


The post holder is responsible for Employees Duties as specified with the Corporate and Departmental Health and Safety Policies.
Bury Council is committed to equality, diversity and inclusion, and expects all staff to comply with its equality related policies/procedures, and to treat others with fairness and respect.

As an employee of Bury Council you have a responsibility for, and must be committed to, safeguarding and promoting the welfare of children, young people and vulnerable adults and for ensuring that they are protected from harm.

As an employee of Bury Council you should contribute to a culture that values and supports the physical and emotional wellbeing of your colleagues.
