PLACE Directorate 
CULTURAL AND CUSTOMER SERVICES

CUSTOMER SERVICES OFFICER

DIVISION:


CUSTOMER SERVICES

POST OBJECTIVES:

To ensure that all the needs of the customer are met at the first point of contact 
MAIN DUTIES AND RESPONSIBILITIES

1.
To respond to customers in an effective and courteous manner either face to face or over the telephone by operating screen-based telephony and information systems.

2.
To deal with enquiries relating to Council Tax, Housing Benefit and other Welfare Benefits.

3.
To operate all systems within Customer Services in accordance with written procedures and operating manuals.

4. To deal with all enquiries relating to Council and associated services; with the aim of providing first contact resolution. 
5. To help residents make claims for Blue Badges and assist with the processing of applications.
6. To provide help to customers with the completion of Personal Independence claim forms and Disability Living Allowance.

7. To assist in obtaining all relevant information from other service units and external agencies: which will enable all staff to provide an efficient first point of contact service for customers. 

8. To assist in the development of information systems and the training of colleagues in relevant functional areas.

9. To retain and record such information as appropriate and maintain records and statistics as required.
10. To receive complaints made face to face or by telephone, ascertain the nature of the complaint, log onto complaints system or pass to appropriate service unit.

11. To undertake home visits to customers as directed by Team Leaders.

12. To regularly attend staff meetings and training sessions for the continual development of services and staff.

13. To assist the Team Leaders and other colleagues in the effective operation of the Service and to adhere to the Equal Opportunities & Health and Safety policies of the Council.
14. To converse at ease with customers and provide advice in accurate spoken English

15. To perform any other duties that correspond reasonably to the general level of the post and are commensurate with its' level of responsibilities.

PERSON SPECIFICATION

PLACE Directorate 

CULTURAL AND CUSTOMER SERVICES

CUTOMER SERVICES OFFICER 

	
	Essential (E)

Or

Desirable (D)
	Method of Assessment

	Qualifications

GCSE or equivalent in English and Maths


	D
	Application Form

	Experience

Previous experience dealing with complex enquiries in a customer services environment across a range of channels(e.g. Telephone, Face-to-Face, E-mail)

Previous experience dealing with enquiries relating to Welfare Rights Benefits, Housing Benefit and Council Tax 

Experience of working with I.T. applications

Experience of working in a large and complex organisation.
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	Application Form/Interview
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	Knowledge/Skills/Ability

Knowledge of Welfare Rights benefits, Council Tax benefit and Housing Benefit legislation.

Ability to respond quickly and positively to customer enquiries

Ability to work in a performance focused environment

Ability to respond effectively to complaints 

Ability to work to agreed procedures

Ability to use initiative when dealing with customer enquiries

Ability to work well as a member of a team

Excellent communication and interpersonal skills

Excellent keyboard skills

An understanding and commitment to Equal Opportunities

The ability to converse at ease with service users/customers and provide advice in accurate spoken English
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	Special Requirements

To work flexibly across the hours of business.

To work at any customer service delivery point in Tameside as required. 
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