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Stockport Council

Job Description



	Post Title: CSS Officer Scale 5
Service Area: Deployed as appropriate
Directorate: Corporate and Support Services (CSS)

	Salary Grade: Scale 5


	Post Reports to: Supervisor and/or Line Manager
Post Responsible for: CSS Support Officers where appropriate

	Main Purpose of the Job: 

As a CSS Support officer you will support the delivery of services offered by Corporate and Support Services Directorate.

	Job activities: Summary of Responsibilities and Key Areas:    

To contribute to the key aims and objectives of the organisation, both within the post holder’s specific remit, across the section and Council as a whole.   

1.
Problem Solving/Creativity/Maintaining Standards

•
Respond to issues requiring a good understanding of work-area policies and procedures. 

•
Resolve more complex problems in a thorough and timely manner; uses discretion and knows who to go to in order to resolve issues and complete tasks. 

•
Take a moderate level of accountability in the delivery of services offered by Corporate and Support Services Directorate.

•
Analyse and interpret a variety of situations and determine the most appropriate course of action. Resolution requires developing unbiased approaches based on understanding of precedents and past practices. 

•
Use appropriate tools available to undertake the task as efficiently as possible 

•
Use relevant information from various sources to solve problems that impact own work area

•
Update manuals/procedures and provide training to colleagues where appropriate

•
Prioritise work, taking into account own work area and needs of larger work area.

•
Work as part of team understanding and focussing on how the role supports the teams and departments priorities

•
Work with colleagues to co-ordinate, develop and improve systems/processes to help ensure improved service delivery to the Borough of Stockport.  

•
Support the change management of business processes to make improvements that drive out inefficiencies and add value to the Service.

2.
Responsibility and Accountability

•
Responsible for the receipt and acknowledgement of queries with appropriate tracking and response

•
Responsible for prioritising work where most senior of a remote based business support team

•
Responsible for supporting others to embed new ways of working

3.
Communication

•
Interpret and communicate  established processes and procedures to a range of audiences 

•
Convey information/advice to others that can be complex in nature and oversee implementation of any action 

•
Share information, verbally and in writing, in a clear and concise manner. 

•
Tailor communication to different audiences.

4.
Decision Making

•
Obtain necessary level of information to inform decision making guided by general instructions and practices requiring interpretation. 

•
Articulate when necessary how decisions have been reached

•
Provide advice and feedback to support others decision making

•
Automatically make decisions on routine issues. 

•
Follow departmental procedures and recommend changes to work-area processes. 

•
Exercise confidentiality of personal and sensitive information based on the Councils Information Governance policy and procedures 

5.
Knowledge & Skill

•
Detailed knowledge and understanding of own work area and how it impacts wider operations within the Council. 

•
Ability to use the appropriate system in place applicable in the service area with specific support and training

•
Keep up to date with issues relating to the work of the team and department

•
Proactively research information from a range of different sources, internally and externally to help inform own knowledge to benefit the work of the team

•
Detailed expertise in a range of systems, workplace regulations and practice within the Council

•
Safe manual handling and ability to lift where appropriate

•
Personal Health and Safety in the Workplace 

6.
Risk management

•
Understands the risks assocaited with the nature of the service you are supporting and identifies areas of concern, taking any initial remedial action and raising these appropriately with a manager

7.
Innovation and Flexibility

•
Ability to transfer skills to a range of service areas with specific support and knowledge available.

•
Ability to pick up variance in approaches within specific support and knowledge provided. 

•
Ability to consider better ways of delivering support, communicating this as a proposed change



	Additional duties:
To work positively and inclusively with colleagues and customers so that the Council provides a workplace    and delivers services that do not discriminate against people on the ground of their age, sexuality, religion or belief, race, gender or disabilities.

To fulfill personal requirements, where appropriate, with regard to Council policies and procedures, health, safety and welfare, customer care, emergency, evacuation, security and promotion of the Council’s priorities.

To work flexibly in the interests of the service. This may include undertaking other duties provided that these are appropriate to the employee’s background, skills and abilities. Where this occurs there will be consultation with the employee and any necessary personal development will be taken into account.



ANNEX

CSS Officer Scale 5 (Generic)
This Annex provided a brief overview of the range of activities that may be undertaken by this role within each function.  It is not a comprehensive list of activities.   
	Function
	Activities

	Business Support
	· Support the change management of business processes to make improvements that drive out inefficiencies and  add value to the Services

· Support the implementation of best practice processes within service areas

· Make the best use of technology and formulate innovative solutions to address inefficiencies

· Support the facilitation of reviews and assessments of teams and processes at all levels on behalf of the Organisation

· Work with colleagues to co-ordinate, develop and improve systems/processes to help ensure improved service delivery to the Borough of Stockport.
·  Support, challenge and facilitate meetings to review service strategies and delivery processes, as required
· . Support services through redesign into normalisation of new ways of working to ensure new practice is embedded 
· Oversee the production  of invoices and payment of invoices received according to Council policy

· Ensure compliance with council processes at an administrative level.

· Understand the processes for financial handling and recording and use these as required. 



	Estate and Asset Management
	· Managing Support Officer day to day logistics across the Civic Complex , Community and other Council buildings

· Effective deployment of staff across venues

· Supervision and inspections

· Maintain and inspect Health and Safety records; Fire prevention log book, alarm testing etc.

· Risk Assessments and Safe Systems of work

· Review and update opening and closing procedures for venues

· Report and monitor maintenance issues 

· Oversee equipment and stocks 



	Finance
	· Carry out site investigations to determine accident locations, ownership and measure and collate evidence of any defects including maintenance records and the history of accident sites to determine liability.

· Liaise with colleagues in other departments to analyse information and seek more precise information. 

· Issue notices to Utilities for any defects found. Seek information on Utility notices and examine street work permits for all repairs.
· Plot co-ordinates on the GIS mapping system and produce maps of the incident location. Provide statistical information as requested.

· Analyse the contents of the reports and spot anomalies which need to be investigated for further investigation in order to provide a comprehensive report for the claims handler to make a liability decision.

· Advise and assist the claims handler with potential claim settlements and claims handling tasks. 

· Attend Counsel with Solicitors and Barristers to discuss signed witness statement before attending Court to act as witness for the Council.
· Liaison with external contacts such as the Council’s Insurers, Brokers and Solicitors. Attend meetings as required.
· Respond to enquiries from members of the public, Councillors and Statutory undertakers requesting information. 

· Develop and enhance existing practices to provide a more sturdy defence to claims.
· To perform other duties relevant to the Post as may be assigned.

· Check the National claims Portal and decide on whether information from Solicitors is adequate, request and chase up more information if required.
· Action new claims by adding them to the appropriate systems and sending to the appropriate Claims Handler or department for investigation.

	Information and Communication
	· Provide general technical expertise and advice on a range of IT software, hardware and Business Systems used throughout the Council and Schools.

· Support the interrogation and extraction of data from systems.
· Undertake system testing on new systems and integration with other systems in use throughout the Council.
· Provide “hands on” training to the section’s customers with regard IT software, hardware and business systems.

· Provide support on the specialist curriculum and administration software, hardware and network functions for Stockport schools and education establishments.

· Undertake systems administration tasks such as adding and deleting users, assigning access rights and password control.

· Liaise with software suppliers during the resolution of issues and software faults.
· Support data transfer processes including automated data transfers.


	Legal and Governance
	· No roles currently proposed to be deployed at this grade within this function 

	People and Organisational Development
	· With some supervisory responsibilities and the requirement to delegate for more senior staff, these roles will require a high degree of technical expertise and knowledge in at least one of the following specialisms:

· Recruitment, Resourcing and Service Transformation

· Information, Advice and Guidance and Transactional Support

· Technical Payroll and Pensions

· Policy, Compliance and Employee Relations

· Employee wellbeing, engagement and equalities

· Workforce and Organisational Development

· Business Transformation, Development and Quality Assurance 

· These staff will operate as ‘team workers’, undertaking tasks outlined in the generic job description.  Indicative tasks and activities likely to be undertaken by people deployed into these roles are likely to include a number of the following:

· Contribute to the management of casework and successful resolution of individual and collective disputes 

· Provide support for development opportunities and where appropriated facilitate group, particularly in technical training areas   

· Monitor and take action to address routine quality assurance issues 

· Resolve more complex transactional issues relating to staff records 

· Supporting lower graded officers to learn and develop specialist knowledge

· Manage a caseload of designated tasks within a specific area of responsibility, ensuring that they are properly progress and brought to a satisfactory conclusion 

· Deliver a programme of workforce develop activity in a designated area of responsibility, liaising with their line manager as appropriate

· Contribute to the development of systems that support the delivery of HR and other people-related services

· Undertake systems support activity and ensure that intranet content and other communication channels remain up-to-date and relevant

· Provide advice and guidance to customers on relevant policy and procedures

· Support lower graded officers to learn and develop specialist knowledge

· 

	Policy, Performance and Reform
	· To operate as ‘team workers’, undertaking defined tasks in the areas of:

· Project coordination 

· Data analysis

· Performance management

· Policy support 
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Stockport Council
Competency Person Specification

 Post Title: 

The criteria listed below represent the most important skills, experience, technical expertise and qualifications needed for this job role.  
Your application will be assessed against these criteria to determine whether or not you are shortlisted for interview.  Any interview questions, or additional assessments (tests, presentations etc.) will be broadly based on the criteria below.
	Competency
	SCORE
	Essential or Desirable

	
	0
	1
	2
	3
	4
	

	General experience in all aspects of highways and public realm related maintenance
	
	
	
	
	
	Essential

	Experience of handling new and existing caseloads of claims against the authority
	
	
	
	
	
	Desirable

	Experience of conducting case reviews on high risk claims and prepare cases for further/final review by your line manager and/or claims handlers.
	
	
	
	
	
	Desirable

	Experience of reviewing evidential documentation from third parties ensuring the customer’s needs are consistently met.
	
	
	
	
	
	Essential

	Experience of providing professional advice to legal representatives and appearing as a council witness in Court. 
	
	
	
	
	
	Desirable

	Experience of working and contributing within a team environment
	
	
	
	
	
	Essential

	Good organisation skills in determining priorities and allocating workload to ensure deadlines are met
	
	
	
	
	
	Essential

	Ability to conduct written/telephone enquiries relating to claims and inputting details onto an IT system.
	
	
	
	
	
	Essential

	Ability to make effective and speedy decisions and to support those decisions with appropriate evidence, effective argument and understanding
	
	
	
	
	
	Essential

	Experience of working in a local government, public sector or similar customer focused environments.
	
	
	
	
	
	Desirable

	Analytical skills with the ability to interpret information and identify inaccuracies.
	
	
	
	
	
	Essential

	Ability to manage a workload effectively and under pressure.
	
	
	
	
	
	Essential

	Demonstrable numeracy, literacy and ICT skills at Level 2 (GCSE) or above, or a willingness to undertake development in this area as appropriate
	
	
	
	
	
	Essential

	To have an adaptable approach to the varying demands of the role.
	
	
	
	
	
	Essential

	A willingness to be flexible in a changing environment
	
	
	
	
	
	Essential

	Experience of working in a safe manner as elements of the role will involve lone working
	
	
	
	
	
	Desirable

	Knowledge of the Stockport area
	
	
	
	
	
	Desirable

	Full Driving Licence as role is classed as an essential car user - alternative arrangements will be made for disabled applicants’
	
	
	
	
	
	Essential

	Understands and actively supports Stockport Councils diversity and equality policy.
	
	
	
	
	
	Essential

	To meet Stockport Council’s standard of attendance.
	
	
	
	
	
	Essential

	A willingness to be flexible in a changing environment 
	
	
	
	
	
	Essential


Scoring key

0 – Not met essential criteria

1 – Partially meets essential criteria

2 – Meets criteria

3 – Exceeds criteria

4 - Exceptional

PAGE  
6

