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Job Description

	For HRU use only
	Ref: 3297


	Directorate
	Environment, Housing & Leisure

	Section/Location
	Cultural Services

	Post Title
	Service Support Assistant

	Permanent/Temp
	Permanent

	Grade
	4

	Responsible to
	Team Leader Level 1

	Responsible for
	

	Job Purpose

	To provide day-to-day ancillary support, including Health and Safety, care of buildings and outside areas, maintenance and repairs
To undertake reception and admin duties as required. 

To contribute towards achieving the service’s aim to provide the best quality, accessible, cost effective service to meet the needs of the community. 

To maintain a high level of customer care, acting as the first point of contact for public access to council services and undertaking a range of tasks that support the delivery of a quality service.
To work as a team member contributing to meeting team targets and objectives.

To act in accordance with the Council`s Health & Safety and Equal Opportunities Policies and all other council policies and plans.


	Job Content

	1. Work effectively in the facility team, assisting in the day-to-day processes and routines of Cultural Services buildings, outside areas and transport. 

2. Assisting in the delivery of the service and giving support to staff, tenants and customers as required, including general reception and porterage duties. 

3. Be responsible for cash handling, administrative and financial routines and maintaining accurate records.

4. Assisting in appropriate project work, activities and events for all ages, appropriate to the level of the post, including staffing of activities, transport, setting up and dismantling of equipment, displays and exhibitions. 

5. Prepare room set ups, including refreshments, for events and meetings as required.

6. Supervising buildings during out-of-hours use, as required. 

7. Undertaking a range of maintenance duties, including minor repairs to fittings, external and internal building surfaces, equipment and furniture, litter picking and ensuring outside areas are clean and tidy, grounds maintenance and cleaning of large floor areas with particular reference to Health & Safety issues. 

8. To be responsible for ensuring adequate cleaning of all areas throughout the day following minor repair work, events, accident, spillage and graffiti and to maintain standards of cleanliness. 

9. Liaising with suppliers, council staff, community groups and other organisations using Cultural Services buildings. 

10. Undertaking emergency relief duties to support the Technical Support team, including assisting with deliveries, cleaning and maintenance of vehicles. 

11. Effectively deal with customer enquiries in a polite helpful, positive and caring manner.
12. Deliver a high quality service to customers, including meeting and greeting, reception duties, registration of customers to use facilities, answering enquiries and room bookings 
13. Deal with customer enquiries and signpost them to other services as needed.

14. Positively engage with customers on a day to day basis to identify customer needs.

15. Act on customer feedback to improve services and/or refer to Team Leader for further action as appropriate.

16. Actively contribute to the successful achievement of service and corporate targets and objectives.

17. Demonstrate a strong commitment to achieving individual objectives as set out in IPRs, one to ones, etc.

18. Actively participate in team discussions and contribute to general service development and project work as required.

19. Positively contribute to the promotion of council services and work with other partner agencies as required.

20. Work with and supervise volunteers as appropriate.

21. Be aware of individual responsibilities in relation to Health and Safety and carry out routine checks as required.

22. Ensure awareness of and compliance with all policies, regulations, guidelines and procedures appropriate to the level of responsibility of this post.

23. Maintain personal development, training and awareness appropriate to the level of responsibility of the post, inline with the Council`s commitment to staff training and development, including use of the learning pool and BMS.

This list is typical of the level of duties expected of the post holder. It is not exhaustive, and other duties of a similar type and level will be required.



	Performance standards

	· To undertake regular IPRs and 1 to 1 meetings with manager

· To help identify own personal training and development needs


	Working conditions

	· The hours of work are on a timetabled basis including evenings and weekends as required.

· Work locations may be changed to meet the needs of the service.

· North Tyneside Council operates a strict no smoking policy

· Staff dress code in operation




PERSON SPECIFICATION

	Factor
	Essential
	Desirable
	Assessment means

	Skills and Knowledge
	Customer Care- Demonstrate and maintain high standards of customer care.

Strong customer service ethos
Ability to engage with customers and communities in a variety of settings
Able to contribute to the creation of  a welcoming, customer-focussed environment 

Technical

Basic maintenance and repair skills
Communication – the ability to communicate effectively both orally and in writing

Teamwork - Able to work effectively in a team , follow instructions  and  work independently

Ability to take responsibility for a range of public service and support duties

Equalities – awareness of equalities legislation and ability to demonstrate a commitment to identifying and meeting  the needs of all service users

Change – Able to work flexibly, to adapt to change in a dynamic service area that is constantly changing Ability to support colleagues through change in a positive and sensitive manner.

IT skills - Ability to use a computer and knowledge of MS Office applications or similar, internet searching and retrieval skills and ability to use e-mail

Admin. - Ability to carry out clerical routines and cash handling accurately and efficiently

Performance - Able to take an active role in monitoring performance 

Accountability – take responsibility for Health and Safety of self and colleagues within the context of the post


	An awareness and understanding of the role of libraries and community within the community

Driving skills


	Application form

Interview and exercise

References



	Qualifications and Training
	Good general education equivalent to GCSE standard or relevant experience

Good standard of literacy and numeracy 


	Manual handling training.

Full clean Driving Licence.

ICT qualification

Customer Care qualification


	Documentary evidence

Test



	Experience
	Experience of working in a customer service environment  in either a paid or voluntary capacity

Experience of team working

Basic maintenance and repair skills
Use of computers including, internet, e-mail and MS Office or similar 


	Basic administrative, clerical and financial routines

Cash handling

Awareness of relevant Health and Safety issues.
	Application form

Interview

References



	Special Requirements
	Maintain a professional image at all times

Ability to empathise with and enjoy helping people of all ages, abilities and cultures

Ability to carry out manual handling duties e.g. moving furniture, boxes etc

A willingness to undertake personal development and training

Ability to work at any Customer First Centre, library or community centre  in North Tyneside

Ability to work flexible hours including evenings, weekends and Bank Holidays as required
	
	Application form 

Interview

References
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