Person Specification - Grade 6 Advice and Information Response Officer
	Person Specification

	Responsible To


	Senior Client Officer

	Responsible For


	N/A


	Factor
	Essential
	Desirable
	Assessment means

	Skills, Knowledge and experience
	Demonstrate good Customer Service Skills

Basic knowledge of relevant legislation, practice, policy and procedures

Good telephone manner and verbal communication skills with people at all levels

Ability to work under pressure and deal with challenging and demanding calls and situations

Computer literate and able to record accurately in electronic systems 

Ability to work as part of a team

To have good numeracy and literacy skills

To have a flexible and responsive approach to work

To have the ability to gain information to inform an initial assessment and achieve desired outcomes

Good time management skills and ability to prioritise workload

Ability to act on own initiative whilst knowing when to liaise with line manager or specialist practitioners
	Knowledge of alternative local resources to meet customer needs
Knowledge of adult safeguarding and Signs of Safety

Knowledge of criteria

Basic awareness of personalisation agenda 
	Application form

Interview

References

	Qualifications and Training
	Good standard of general education
	Customer Care Training


	Application form



	Special Requirements
	Experience of working directly with customers and ability to gain relevant information by telephone

Experience of coping with a high volume of telephone calls

Experience of prioritising work and meeting deadlines

Experience of seeking and providing information required by customers
To be able to work flexibly regarding hours and tasks to meet the needs of the customer and the service.


	
	Application form

Interview




