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	JOB TITLE
	Customer Service Advisor

	GRADE
	SCP 18 – 21 
(16 hours per week)


	POST NUMBER
	7229A

	RESPONSIBLE TO	
	Strategic Customer Services Manager and Customer Services Operational Manager

	RESPONSIBLE FOR
	N/A

	PRIMARY LOCATION
	International House

	WORKING PATTERN 
	Weekdays 
Mon-Fri

	ON CALL / CALL OUT ARRANGEMENTS 
	N/A 

	JOB SUMMARY
	To provide a comprehensive enquiry service for Council and partner customers, delivering high standards of customer care and resolving enquiries wherever possible at first contact.

	ROLE REQUIREMENTS
	

	1. 
	To assist customers across a range of contact channels, including telephone, face to face, email, webchat, social media and online enquiries, providing a high standard of customer care and resolving 88% of customer enquiries without referral to back-office staff.

	2. 
	To deal with all Customer Contact cases promptly and proactively, taking each case as far as possible to conclusion at the initial enquiry and exercising judgement on when escalation to back-office services or partners is required in accordance with service level agreements.

	3. 
	To work as rostered in the Ashford Customer Contact Centre, Customer Call Centre or Tenterden site, providing cover across these services as daily demand requires.

	4. 
	To use a range of IT systems to manage enquiries, provide information and access administrative systems in back-office departments, ensuring that all necessary information is recorded so that any further action can be resolved quickly and efficiently.

	5. 
	To undertake any follow-up administrative work or system input tasks arising from individual caseload.

	6. 
	To undertake regular training to expand and update knowledge of Council and partner operations.

	7. 
	To report service issues, updates and changes in service delivery to the Customer Service Team.

	8. 
	To verify customer documentation in accordance with the verification framework process.

	9. 
	To assist customers with credit and/or debit payments made to the Council and offer financial receipts to clients as required.

	10. 
	To issue controlled stationery to customers following completion of relevant application forms and payments, where required, ensuring logs are completed to provide a full audit trail.

	11. 
	To act as a buddy to new members of staff coming out of initial training, once competence criteria have been met.

	12. 
	To actively promote customer surveys and encourage customer feedback.

	13. 
	Equal Opportunities
To promote equality of opportunity in employment and service provision and eliminate unlawful discrimination.
To recognise that people have different abilities to contribute to the council’s goals and performance and to take necessary action to give everyone a chance to contribute and compete on equal terms.

	14. 
	Emergency Planning
To participate as required in the council’s Emergency Planning operations including undertaking training and exercising as directed
To participate in the response to an emergency which may involve duties outside your normal job description and at times outside your contracted hours
To participate in the recovery stage following the emergency.

	15. 
	Business Continuity
In the event that an incident has occurred which disrupts the council's ability to deliver its critical functions, to undertake duties within your competencies in other departments and/or at other locations.

	16. 
	Data Protection 
To ensure that data quality and integrity is maintained and that data is processed in accordance with Council policy, the Data Protection Act, the Freedom of Information Act, and other legislation

	17. 
	Health and Safety 
All employees have responsibilities under The Health and Safety at Work Act 1974.  These responsibilities are laid out in the council’s Health and Safety Policy, available on the Intranet or from Personnel.

	18. 
	Safeguarding  
Adhere to the council’s safeguarding policies and procedures and undertake relevant training in order to help protect children and adults at risk of harm within the borough.

	19. 
	Additional Duties 
To undertake any additional duties of a similar level of responsibility as may be required from time to time.

	DATE
	July 2026




	PERSON SPECIFICATION
	Essential
	Desirable

	EDUCATION & TRAINING/ QUALIFICATIONS
	Minimum of 5 GCSEs, or equivalent, at grade C/4 or above, including Maths and English.

Keyboard skills, including the ability to produce file notes.

Basic IT skills.

Microsoft product knowledge.

	NVQ Level 3 Customer Services.

IT qualification, such as CLAIT.

Conflict Management Training.

	EXPERIENCE
	Proven experience in a customer service role.

Proven experience of working within a team environment.

	Proven experience in a call/contact centre environment.

Experience of working within local government and/or Tourist Information Services.

	SKILLS & KNOWLEDGE
	Customer service skills, both verbal and written.

Ability to make decisions under pressure.

Ability to adapt approach to meet different and diverse customer needs.

Ability to deal with complex enquiries within tight time constraints.

	Basic understanding of Council services.

Second language skills would be advantageous.

	OTHER REQUIREMENTS
	Proven team player.

Ability to work and make decisions without referral.

Quick learner.

Bright and cheerful disposition.

Customer advocacy.

Ability to adapt to change.

	





Contractual / Training Requirements 
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	Yes
	No

	Requires Driving Licence
	Yes
	No

	Management/Supervisor Responsibilities 
	Yes
	No

	Night Working - Working 3+ hours  between 11pm and 6am
	Yes
	No

	Lone Working 
	Yes
	No

	Working in confined spaces
	Yes
	No 

	Safety Critical Worker – completing a task e.g. working at heights or with hand-held machinery - if impaired would pose a significant risk to self/others.
	Yes
	No

	Health Surveillance – Includes audiometry, HAVs, dermatology, lung function.
	Yes
	No

	Enforcement Responsibilities – name cannot be disclosed 
	Yes
	No

	Emotionally Demanding - employee is dealing with trauma / vicarious trauma 
	Yes
	No

	Conflict Exposure – employee will frequently encounter disagreements/disputes of varying intensity while carrying out their role 
	Yes
	No

	Enforcement/ Security Industry Authority licensed - employee licensed by (SIA)
	Yes
	No

	Safeguarding Training Required
Level 1 - Ad hoc contact / never be left alone with a child, young person or adult at risk
Level 2 - Likely to come into contact with children/young people/adults at risk, through the nature of the role, but has no responsibility for supervision, or has line management
Level 3 - Responsibility for supervision of children, young people or adults at risk, or has safeguarding lead responsibilities as part of their role.
	Level 1
	Level 2 
	Level 3

	DBS check required – confirmed by a counter-signatory
	BPSS / Basic
	Standard
	Enhanced

	Asbestos Exposure
1 - Office based with little or no exposure risk
2 - Likelihood of contact is remote and secondary to their role
3 - Potential to encounter asbestos as part of their role
	Level 1
	Level 2 
	Level 3

	Legionnaires exposure
1 - Basic Awareness Training - may come into contact with bacteria in water systems
2 - Training on Legionnaires Disease - directly working with any of the following (or other sources of contaminated water)
	Level 1
	Level 2 

	Weil's exposure
Employees who work in areas where they may come into contact with the urine of infected animals, such as such as rats, cattle, pigs, and dogs. OR contaminated water or soil
	Yes 
	No
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