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HOMES OLDHAM






	

	Post  Title
	Trainee - Service Centre 

	Division - Section
	Customer First – Service Centre

	Team
	Service Centre

	
	

	

	Purpose of Post

	To work as part of a team in First Choice Homes Oldham’s Customer Service Centre, providing a quality telephone service.

To deliver a courteous and professional impression of FCHO at all times.


	Key Responsibilities

	

	1.
	To answer calls in a professional and courteous manner.

	
	

	2.
	To respond to customer queries. Training will be provided in the relevant areas.

	
	

	3.
	To provide accurate and appropriate information to customers. Training will be provided in the relevant areas.

	
	

	4.
	To accurately input information onto the relevant IT systems. Training will be provided for the IT systems.

	
	

	5.
	To make outbound telephone calls to customers and to colleagues in other sections and departments, including assisting in carrying out customer surveys.

	
	

	6.
	To support teams and FCHO colleagues to communicate with customers.

	
	

	7.
	To provide customer service support to colleagues.

	
	

	8.
	To work as part of the team to order the necessary tools & equipment i.e. uniforms, office equipment, stationery, corporate stationery for colleagues.

	
	

	9.
	To work as part of the team to help to deliver services which are accessible and appropriate to the differing needs of the services users.

	
	

	10.
	Work effectively as part of a team by covering for, helping and sharing knowledge with colleagues, by working flexibly and participating in team-based activities.

	
	

	11.
	Actively pursue your own personal development and take full advantage of training offered.

	
	

	12.
	To work as part of the team to contribute to the improvement and development of the service.

	
	

	13.
	To undertake any other duties appropriate to the purpose of the post as required by the Organisation.

	
	

	14.
	To undertake any other duties appropriate to the purpose of the post as required by the Organisation.

	
	

	Relationship to Other Posts within the Organisation

	
	

	Supervision given to
	- N/A

	Supervision received from
	-  Service Centre Team Leader


	
	

	Working Conditions


	FCHO is a no-smoking environment; all staff are required to comply with this policy.

The standard operating hours are 8am-8pm Monday – Friday, 8am-4pm Saturday and Sunday. 
Attendance at evening meetings, outside of standard service operating hours, may be required for which compensatory time off is granted under the flexi-time / TOIL scheme.  Overtime is not paid for attendance at such meetings. Weekend working, as required, is a feature of all posts at FCHO.
The Flexible Working Scheme applies to all non-Leadership posts and is available on the intranet. Different provisions apply in different areas. The provisions relating to flexi-time apply to this post.  

Please note that if you make a request for specific working arrangement under the Flexible Working Options and this is agreed this will apply to your working arrangements. The flexi leave provisions of the flexi time scheme cannot be combined with Term-time Only Working, Annualised Hours or Compressed Hours. 


	Designated Car User
	
	DBS Check Required
	

	Not required
	(
	
	None


	     (
	

	Essential
	
	
	Standard


	
	

	Desirable
	
	
	Enhanced


	
	

	


	

	Managers

	As part of your responsibility as a manager you are required to participate in on-call and standby arrangements put in place by FCHO as part of your normal duties .  Attendance at evening meetings and occasional work at weekends is a feature of all management positions at FCHO.



	
	

	Reference
	Total Reward 2 2016


	Person Specification

	Key : E&Q = Education and Qualifications, K&E = Knowledge and Experience

	S&A = Skills and Abilities, W = Work Circumstances


	Criteria
	Essential
	Desirable

	E&Q
	· Literate and Numerate


	

	K&E


	· Experience of working successfully as part of a team


	

	S&A


	· Ability to communicate effectively 
· Ability to ensure that tasks are seen through to completion or transferred to appropriate team.
· Good IT skills
· Good data entry skills
· Ability to take ownership and responsibility for own area of work and take appropriate actions.
· Ability to build effective relationships.


	· Ability to make decisions in response to customer demand and to follow
procedures. (Training will be provided)
· Ability and willingness to challenge negativity and resistance to change within the organisation.
· Entrepreneurial mind-set, driven to improve services and performance with the same care and effort one would apply to their own business.



	W
	· Ability and willingness to work within standard operating hours of the service as outline in the job description.

· Ability and willingness to attend evening meetings outside of standard operating hours.

· Ability and willingness to work at the weekend (Saturday and Sunday) as required by  FCHO.

· Commitment to work within and support the operation of FCHO policies and procedures including HR Policies and Procedures and Equality  Policies and Procedures.

· Commitment to continual improvement in service delivery.

· This organisation operates a ‘No Smoking’ policy.
	


FCHO Competency Framework

FCHO uses the Universal Competency Framework devised by CEB Limited to describe the desired behaviours for job roles within FCHO. To a greater or lesser degree the whole competency framework applies to every job role for example in respect of “Writing and Reporting” all job roles involve some degree of written work from those that only require the completion of forms to those that require the production of complex reports. The whole competency framework applies to your job role. 

FCHO has identified a number of competencies that are more important in relation to this job role. These are identified in the “Key for Post” column. This competency profile may be reviewed at each recruitment exercise and may be amended to reflect changing needs of the service. 

The competency framework is not part of the Job Evaluation Scheme as it describes behaviours rather than responsibilities or other factors that are relevant to Job Evaluation. 

The table attached shows the competency framework that applies to this role, how the framework relates to FCHO’s values and which are the key areas of the competency framework for this job role.

The detail of the competency framework can be found in the FCHO Values and Competency Definitions document.

	Competency
	Important for Success? (tick)

	We Listen
	

	3.1 Relating and Networking
	(

	3.2 Persuading and Influencing
	

	7.1 Adapting and Responding to Change
	

	We Act
	

	1.2 Leading and Supervising
	

	2.2 Adhering to Principles and Values 
	(

	5.3 Formulating Strategies and Concepts
	

	We Learn
	

	4.3 Analysing
	(

	5.1 Learning and Researching
	

	5.2 Creating and Innovating
	

	8.2 Entrepreneurial and Commercial Thinking
	

	We Keep it Simple
	

	3.3 Presenting and Communicating Information
	

	4.1 Writing and Reporting 
	

	6.1 Planning and Organising
	

	We Own
	

	1.1 Deciding and Initiating Action
	

	4.2 Applying Expertise and Technology
	

	6.3 Following Instructions and Procedures 
	

	7.2 Coping with Pressures and Setbacks
	(

	We Care
	

	2.1 Working with People
	(

	6.2 Delivering Results and Meeting Customer Expectations
	(

	8.1 Achieving Personal Work Goals and Objectives
	(
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