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ROLE DESCRIPTION

	Role Title
	Business
	Reports to

	Modern Apprentice 
	Customer Contact Centre
	Team Leader


PURPOSE

	The Oldham Council’s Customer Contact Centre is a vibrant environment responsible for dealing with calls from Oldham’s citizens relating to a wide range of services including Council Tax, Payments, Waste Collection, Highways, School Admissions and Housing Benefit and many more. Managed by the Unity partnership, the successful candidate is to provide a first class telephone service to all customers contacting the Council, ensuring that as many enquiries as possible are resolved at the first point of contact to maximise customer satisfaction.   


DIMENSIONS

	Direct Reports
	Budget Responsibility

	None
	None


PRINCIPAL ACCOUNTABILITIES

	· To assist in all Customer Contact Centre activities

· Answer calls, emails or live chat from customers (citizens) dealing with all queries and providing a world class service.

· Taking and directing calls from the public.

· Be able to maintain accurate computerised information systems by inputting, updating and extracting data.

· Provide support with photocopying, printing, scanning and faxing.

· Be able to maintain accurate computerised information systems by inputting, updating and extracting data.

· To be able to update customers on the progress of their enquiries or service requests.

· To know how to process customer requests to pay for Council services by debit or credit card.

· To assist the team in achieving customer service standards and targets.

· To participate in customer consultation and satisfaction exercises.

· To assist in developing new methods of working to improve the service to customers.

· Other adhoc duties as required
.




PERSON SPECIFICATION

	Qualifications
	A positive, professional and polite attitude is more important than academic qualifications but basic verbal and numeracy skills are essential. 

	Knowledge / Experience
	Experience of using some IT packages such as Microsoft Office including Word, Excel, PowerPoint and Microsoft Outlook preferable. 

	Technical Skills / Ability
	Excellent written and verbal communication skills

Attention to detail, working accurately and consistently striving for excellence

Strong interpersonal  and customer service skills 

Ability to maintain confidentiality

A positive, professional and polite attitude
Ability to work on own initiative and adaptable to various duties/tasks

Be able to multi task and have an organised and methodical approach to work



BEHAVIOURAL COMPETENCIES

	· Accountability and decision making when dealing with enquiries
· Championing the interests of the customer
· Resilience and energy
· Ability to cope under pressure

· Embracing change


	Grade
	J2

	Salary Range
	£7265 

	Job Family
	Support

	Contract Type
	Full Time Temporary Contract – 15 months 

	Reviewed
	Karen Mckenna 15.09.18
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