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COMMUNITY OPERATIONS

JOB DESCRIPTION


POST TITLE:			Customer Service Advisor	

GRADE:				Band 5

MANAGER RESPONSIBLE TO:	Customer Service Team Leader	


Overall Objectives of the Post:

To provide an excellent customer-focused service by delivering consistently high-quality assistance to our customers by answering and resolving their enquiries as the first point of contact, and deal with their requests for service efficiently and effectively.

To resolve customer enquiries via all communication platforms including telephone calls to the Housing Service Centre, e-mail, Livechat and social media platforms.  To provide an efficient/effective responsive Elected Member enquiry service.  To use expert knowledge to diagnose responsive repairs and arrange necessary appointments.

To provide advice and information as first point of contact relating to customers rent accounts, have a good understanding of benefits and financial support available and make the referrals to Welfare Support where required.  To provide advice and information as first point of contact relating to Homelessness prevention, rehousing, mutual exchanges and the application process to join the housing register.  To assist with weekly bidding and offers of accommodation.  To provide advice and information as first point of contact relating to Tenancy Enquiries and Antisocial Behaviour Issues.


Key Tasks of the Post:

1. You will be responsible for providing an efficient and effective access and customer care service to our customers.  You will:
· Proactively respond to and resolve in a timely, courteous way, a wide range of customer queries either face-to-face or by email, social media or in writing.  
· Take responsibility for obtaining all information necessary to process and resolve a query/complaint, only escalating it to others when it is appropriate.  You will be required to act as a customer advocate by seeking the facts and identifying solutions.
· Provide the first line of advice on antisocial behaviour, the application process, homelessness, welfare support, tenancy issues, rent and repairs and maintenance.
· Where necessary, put the customer in contact with appropriate colleagues or departments, ensuring required information is transferred efficiently.
· Maintain accurate computerised information systems by inputting, updating analysis and extracting data.  You will also regularly update and monitor customer information held on the system.
· Proactively identify service improvements making recommendations to improve overall customer service and/or working practice and provide information.
· Act as a customer service role model for all colleagues, assisting with training and ongoing coaching and development.
· Support managers, as required, by undertaking project work to develop the service.

2. To provide a customer-focused face-to-face service. You will:
· Provide a professional reception and customer service desk facility.
· Undertake general administrative duties including updating customer records, application processing and photocopying.
· Handle customer enquiries and provide a message taking service if you cannot resolve the enquiry as the first point of contact.
· Maintain computerised record systems, including statistical information.

   3.  You will be responsible for the processing and, where appropriate, responding to the Council’s Elected Member Enquiry Service.  You will:
· Ensure friendly, courteous and effective communications when dealing with enquiries to ensure Members needs are addressed in a professional manner.
· Assist in the co-ordination of responses to the Elected Members ensuring they are done within timescales.
· Maintain a range of administrative and recording systems within the team.
· Make a positive contribution to team development.
· Meet and aim to exceed performance targets within the service.
· Assist in meeting the Council’s Customer Service Standards and their promotion.
· Assist in proactively responding to and resolving, in a timely, courteous and non-judgemental way, a wide range of Elected Member queries via face-to-face, telephone, email, text message or in writing.  You will take responsibility, when appropriate, for obtaining all information necessary to process and resolve a query/complaint.
· Where necessary, put the Member in contact with appropriate colleagues or departments, ensuring required information is transferred efficiently.
· Maintain the Members enquiry computerised information systems accurately by inputting, updating analysis and extracting data.  The system must be monitored and Member/customer information regularly updated.

4.   You will be responsible for contributing to the Housing and Area Management Team in its delivery of excellent services.  You will: 
· Demonstrate total professionalism and propriety by promoting and committing to the principles and spirit of the delivery of Equality and Diversity.
· Develop and maintain professional relationships with your colleagues, manager and Board Members.
· Keep managers and colleagues well informed so that work is co-ordinated across the service and develop and implement training programmes.
· Provide cover at other offices as and when required.
· Contribute to the team when projects such as bids and statistical returns demand it.
· Proactively contribute to achieving the objectives and targets of the team.
· Contribute to the delivery of the Council’s 5-year plan.

5. 	General.  You will:
· Commit to and promote the Council’s behavioural framework, and use it to deliver excellence, to challenge yourself, your colleagues, and your managers if ever you feel anyone is not demonstrating the behaviours. 

All employees have a responsibility to undertake training and development as required.  They also have a responsibility to assist, where appropriate and necessary, with the training and development of fellow employees.

All employees have a responsibility of care for their own and others’ health and safety.

The above list is not exhaustive and other duties may be attached to the post from time to time.  Variation may also occur to the duties and responsibilities without changing the general character of the post.
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