[image: image1.png]Salford City Council



[image: image2.png]Salford City Council






                         

	DIRECTORATE: Children’s Services

	JOB TITLE Customer First Officer

	GRADE: Grade 4B
	POST REF NO:
	LOCATION: Unity House

	

	NOTE TO APPLICANTS:  Whilst all criterion below are important, those under the Essential heading are the key requirements.  You should pay particular attention to these areas and provide evidence of meeting them.  Failure to do so may mean that you will not be invited for interview.



	
                               (*See grid overleaf)

	ESSENTIAL

CRITERIA
	NECESSARY REQUIREMENTS – SKILLS, KNOWLEDGE, EXPERIENCE ETC
	*M.O.A.

	1.
	Ability to contribute to the provision of a high quality Customer First Services with an understanding of statutory guidelines.
	Interview

	2.
	Ability to understand service pressures while ensuring statutory time scales are met.
	Interview

	3.

	Knowledge and ability, with the relevant IT skills, to develop and maintain robust systems for recording, tracking and reporting all aspects of the Customer First Service.

	Practical test at interview

	4.

	Excellent communication and interpersonal skills with an ability to form strong working relationships with colleagues offering the necessary level of support and challenge.

	Interview

	5.

	Ability to demonstrate empathy towards Service Users while remaining assertive. 
	Interview/ practical test at interview


	6.

	Effective organisational skills including a methodical, analytical approach to work.  
	Interview/ Practical Task

	7.
	Remaining resilient while dealing with sensitive issues and under pressure from managing difficult customer phone calls and meetings.
	Interview

	8.
	Ability to manage competing demand and timescales, ability to prioritise own work, meet deadlines and targets while maintaining accuracy and attention to detail.

	Practical test at Interview

	9.
	An ability to manage and communicate complex information clearly and concisely both verbally and in written form and to be able to quality assure responses to complainants. 
	Practical Test at Interview

	10.
	Ability to offer appropriate support and supervision to staff members  and to contribute to team development and the wellbeing of the  team.

	Interview

	11.
	Ability to support the induction and training of staff within Children’s Services and to prepare appropriate training and publicity materials.


	Interview

	12.
	Ability to manage a robust quality assurance system with attention to detail.
	Practical test at interview 


	DESIRABLE

CRITERIA
	NECESSARY REQUIREMENTS – SKILLS, KNOWLEDGE, EXPERIENCE ETC
	*M.O.A.

	1.


	Supervisory Experience.
	Interview

	2.


	Previous experience of developing and implementing policies and procedures.

	Interview


	COMPLETED BY
	DATE
	APPROVED BY
	DATE

	Debbie Fallon

	3/06/19
	
	


METHOD OF ASSESSMENT (*M.O.A.)

A = APPLICATION FORM,    C = CERTIFICATE,    E = EXERCISE,    I = INTERVIEW,    P = PRESENTATION,    T = TEST,    AC = ASSESSMENT CENTRE
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