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	ASHFORD BOROUGH COUNCIL

	JOB DESCRIPTION



	JOB TITLE:
	Business Support Assistant

	GRADE:
	SCP 22 - 25 

	POST NUMBER:
	7157A

	RESPONSIBLE TO	
	Business Support Manager

	WORKING PATTERN
	Up to 37 hours per week.

	JOB SUMMARY:	
	Based at International House in Ashford, providing administrative support to the Port Health team focusing on the setting up of accounts, creating simple jobs and chasing custom agents for documents and payments of import charges. 
Contacting customers, supporting and signposting them to the appropriate websites to compete the set up process on the PHILLIS system.
Charging for low and medium risk imports and checking the correct documents and associated declarations are completed correctly.
Being a point of support for the technical teams to enable the smooth running of the BCP.
Always attaining the best possible standards of customer care.

	ROLE REQUIREMENTS:
	

	1.
	To assist customers by telephoning and responding to emailing enquiries regarding the setting up of PHILIS accounts. To enable customers to be able to pay for documentary checks.  

	2.
	To deal with all Customer contacts promptly and proactively, taking the case as far as possible to conclusion on the initial enquiry. Taking ownership for customer queries and following the case through to completion of a PHILIS account

	3.
	To use IT systems to manage enquiries, provide information and support.
Using Excel to monitor and register accounts set up and to avoid duplication of account numbers.

	4.
	To undertake any follow-up administrative work or system input tasks arising from enquiries.

	5.
	To assist agents of importers with advice on how to pay for documentary checks and were to find the appropriate charges. Contacting importers to request payment of import charges.

	6.
	To assist customers with payment methods and processes, signposting to the APH webpages as appropriate for them to be able to calculate their charges.

	7.
	General administrative support commensurate with grade to the Port Health Team, attending the BCP if needed for meetings, training or other support on an adhoc basis.

	8.
	Creating jobs and charging for low and medium risk imports. checking the correct documents and associated declarations are completed correctly, within set guidelines

	9.
	Contacting custom agents to chase for commercial documents and then uploading these to PHILIS attached to the correct job.

	10.
	Equal Opportunities
a)	To promote equality of opportunity in employment and service provision, and eliminate unlawful discrimination.
b)	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.

	11.
	Emergency Planning
a) To participate as required in the Council’s Emergency Planning operations including undertaking training and exercising as directed
b) To participate in the response to an emergency which may involve duties outside your normal job description and at times outside your contracted hours.
c) To participate in the recovery stage following the emergency.

	12.
	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.

	13.
	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.

	14.
	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.

	15.
	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. 

	16.
	Additional Duties
To undertake any additional duties of a similar level of responsibility as may be required from time to time.

	OTHER CONDITIONS: 
June 2025
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PERSON SPECIFICATION


	JOB TITLE:
	Business Support Assistant

	POST NUMBER:
	7157A




	
	Essential
	Desirable

	EDUCATION & TRAINING/ QUALIFICATIONS
	Minimum 5 GCSE’s, (or equivalent) grade C or above (to include Math’s and English).
Keyboard skills - ability to produce file notes
Basic IT Skills
Microsoft product knowledge.

	NVQ level 3 Customer Services
Second language skills would be advantageous 


	EXPERIENCE
	Proven experience in a Customer service role.
Proven experience of working within a team environment.
Proven experience of working within local government and/or Import/Export field.
Experience in negotiation and debt recovery

	Knowledge of PHILLIS and IPAFF

	SKILLS & KNOWLEDGE







	Ability to handle a wide variety of customers from a very diverse background.
Customer Service skills both verbal and written.
Ability to make decisions under pressure.
Ability to adapt approach to meet differing and diverse customer needs.
Ability to deal with complex enquiries within tight time constraints.
	

	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
	

	OTHER ESSENTIAL REQUIREMENTS TO CARRY OUT POST:  
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KEY COMPETENCY AREAS

	Our Competency Framework has been developed and reviewed over several years in order to achieve a set of professional and key behaviours that our team display every day within our roles. 
It applies to every member of staff, regardless of their role or service that they work for. It considers best practice but also the level at which our team members work in different areas of their job. So although the competency itself will apply to all levels, how it is evidenced within the individual job role may vary.
The competencies will be used for:
Recruitment and Selection – interview questions will be based on these key behaviours to ensure we are bringing the right people into the organisation.
Performance management including appraisals – to keep checking that we are all displaying the right behaviours that will ensure the success of the council’s aspirations
Training and development – to help our teams and individuals focus on developing key behaviours and characteristics
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The 9 basic competencies fall under our three values which are integral to the way we do things around here:

AMBITIOUS GREAMVE TRUSTWORTHY

Positive Innovative Professional Behaviour

Continuous Improvement Open to Change Accountable

Commercial and

i Decision Making and Problem Solving Communication
Enterprising
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