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	ASHFORD BOROUGH COUNCIL


JOB DESCRIPTION


	JOB TITLE:
	Customer Service Advisor 

	GRADE:
	SCP 18 – 21 (35 hours per week) 

	POST NUMBER
	6419D

	RESPONSIBLE TO

	Strategic Customer Services Manager and Deputy Customer Services Operational Manager

	JOB SUMMARY:

	To provide a comprehensive and in-depth enquiry service for all Council, and other partner customers, attaining the best possible standards of customer care.

	ROLE REQUIREMENTS:
	

	1.
	To assist customers contacting us through the range of contact channels e.g. telephone, face to face, email, webchat, social media and online enquiries a high standard of customer care, resolving 88% of customer enquiries without referral to back office staff.  To deliver against targets outlined.



	2.
	To deal with all Customer Contact cases, promptly and proactively, taking the case as far as possible to conclusion on the initial enquiry, exercising judgment on when each case requires escalation to the back office or partners in accordance with service level agreements.  Taking ownership for customer queries referred to the back office or partners and following the case through to completion

	3.
	To operate as rostered in the Ashford Customer Contact Centre, Customer Call Centre or Tenterden Office 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. To ensure that all necessary information is recorded to ensure any further action associated with enquiry 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 back to Customer Service Team service issues, updates and changes in service delivery.

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

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

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


	11.
	To act as ‘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
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.

	14.
	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.

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

c) 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.

	19.
	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. 

	20.
	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:
	Customer Services Advisor

	POST NUMBER:
	6419D


	
	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

IT qualification (e.g. 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 differing 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
	

	OTHER ESSENTIAL REQUIREMENTS TO CARRY OUT POST:  






	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


[image: image1.png]The 9 basic competencies fal

AMBITIOUS

| under our three values which are integral to the way we do things around here:

GREMMIVE

TRUSTWORTHY

Positive

Innovative

Professional Behaviour

Continuous Improvement

Open to Change

Accountable

Commercial and
Enterprising

Decision Making and Problem Solving

Communication






