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	JOB DESCRIPTION


	Form

JD1

	JOB TITLE:  Customer Service Representative (CSRs)
	POST NUMBER:  1100DJJ

	REPORTS TO (Job Title):  
	Customer Services Contact Team Manager

	DEPARTMENT: Customer, Resident & Exchequer services
	GRADE:  5

	JE REF:
	3523
B00792 
	PANEL DATE:
	10/05/2016
 

	1.
	Main Purpose of the Job 

	
	To be the first point of contact for City of York residents  and visitors in an omni-channel customer centre (face to face, telephone, web, email, social media and other channels when developed) providing (on all council services):-

· Signposting when applicable

· Information provision

· Applying for the service

· Reporting citywide issues to be resolved

· Booking a service

· Take & refund payments 



	2.
	Core Responsibilities, Tasks & Duties 

	I. i
	Provide accurate & timely information provision on all council services to customers in a polite and professional manner at all times and in accordance with the Customer Service Standards and Expectations 

	II. ii
	Use all tools available to provide accurate and consistent information to customers to maximise first point of contact resolution (for example City of York Council website, department databases, social media, etc.

	III. iii
	Maintain sufficient knowledge and skills to accurately record all customer interactions on the appropriate CRM system or alternative computer systems used by service areas

	IV. iv
	To escalate customer feedback (including complaints) in accordance with CoYC corporate customer feedback procedure (all staff should endeavour  to resolve any complaint at first point when possible)

	V. v
	Work individually and within the Customer service team to achieve defined departmental and personal targets and objectives

	VI. vi
	To promote the use of alternative contact channels & encourage ‘channel shift’  (directing and supporting customers with self serve at reception points, via web-chat, giving out links to our online services and information via email or encouraging sign up of web-site via the telephone etc.)

	VII. ix
	Take ownership of own development & identify opportunities for improvement and development, assisting in the design of a personal development plan / PDR with Team  Manager 

	VIII. xi
	To work with customer service and other service areas to identify, develop and support the implementation of new methods and processes for improving the delivery of customer service & feedback to team managers 

	IX. 
	To comply with and operate within the Benefits Verification Framework and associated dates

	X. xv
	To act as a mentor/buddy and support to the development and transfer of service knowledge with new and existing team members

	XI. 
	Responsible for checking confidential documents and proofs and ensuring the security of the documentation whilst it is within the Customer Service Department 

	XII. 
	To process payments and refunds in a variety of ways i.e. cash, cheque, debit card using a variety of methods i.e. cash receipts, PDQ machines and computer systems

	XIII. 
	To provide a stand-by and on-call service during weekends and bank holidays on a rota basis for emergency purposes only 

	3.
	SUPERVISION/MANAGEMENT OF PEOPLE

None



	4.
	CREATIVITY & INNOVATION 

There is scope for creativity in adapting the means of service delivery, within a defined structure / process. 

Ability to identify associated issues in dealing with customer queries in order to provide holistic advice and service. 

The post holder is responsible for assisting their team manager in reviewing processes / departmental information on a continual basis to ensure an efficent service provision to our customers along with identifying  improvement opportunities. 

Barriers to communication need to be overcome and patience and sensitivity are required.


	5.
	CONTACTS & RELATIONSHIPS

Internal 

· The post holder will develop effective relationships with their peers in Customer Service,  Customer Service Managers, Team Manager, and Training Officers to help maintain positive working relationships across the service
· The post holder will also be required to be in daily contact with front and back office services i.e. commercial services such as Yorwaste, planning etc in relation to customer query resolution and day to day operational matters. 
· Meet and greet staff from other departments attending meetings
· Staff across all departments
External 
· Has direct face-to-face, telephone and email contact with customers who have varied backgrounds/cultural beliefs.  The post-holder is expected to maintain a helpful/professional approach to all customers regardless of the customers’ background/cultural belief   
· Occasionally deals with people in a distressed state or displaying challenging behaviour.  
· Regularly works under pressure when F2F areas and phone lines are busy and all Customer contact need to be handled in accordance with the Customer Standards & Expectations  

· Meet and greet business visitors attending meetings with City of York Council or partner organisations based at West Offices ensuring the visiting department/individual is aware their guest has arrived



	6.
	DECISIONS – Discretion and consequences

Discretion

The post holder will make daily decisions when handling customer and CYC contact. The post holder will need to demonstrate a sound knowledge of  systems and business operations to find appropriate solutions to customer problems or queries. A quick assessment must be made of problems to determine if there is a speedy solution or if further work is required. 

· Need to use judgement and discretion in the provision  of information on a daily basis. 

· The information / service which the post holder provides may have a direct impact on customer satisfaction  and the reputation of the council. 

· Accurate interpretation of information provided on the Customer service information management system. 

· Responsible for checking customer applications and proofs for various applications/licences and issue or refuse the same.
· Responsible for maintaining confidentiality for both internal and external customers within the confines of the post and City of York Council guidelines and any other statutory legislation or guidance
Consequences  
If the above points are not adhered to / applied the team will be unable to provide a full consistent & competent customer service across an omni-channel customer centre (e.g. Web, F2F, telephone and email) handling queries in a positive and timely manner on a wide variety of services across CYC . 
This service will be the first point of contact at City of York Council for many residents.  It is essential that an emphasis is placed on training and development, service improvement and excellent customer service delivery to ensure a positive image of City of York Council is potrayed at all times.  Anything less may affect the reputation of the service and City of York Council. 



	7.
	Resources- financial & equipment

Description                                                                            

Normal office equipment

Responsible for accurate handling and security of cash and cheques.  There is a shared responsibility for this and it is expected this amount will reduce significantly as services are transferred on-line
Value 
Approx £135,000 cash/cheques per annum



	8.
	WORK ENVIRONMENT 

There is a requirement of the job holder to work on a standby rota.  Call out arrangements would only be implemented in the event of an Emergency and at the request of the Emergency Planning Team.  The stand-by rota will be in place from 8:30am to 5:30pm weekends and bank holidays.
Work demands

· The job holder has to deal with conflicting demands and unplanned work reacting instantly to local needs caused by seasonal damands or unexpected occurences.

· The post holder will respond to customer and council member contact through all communication channels. 

· The job holder will be expected to quickly transfer their skills from handling customer demand by telephone to the face to face service or by email.  Customer demand will dictate where the resource is most needed

Physical demands

· Normal office environment within a back office secure location and within an open customer centre meeting with customers/visitors. Security is on site at all times.
· Frequent keyboard use
Working conditions 

· Customer facing / call taking / administrative multi site environment 

· Works under pressure when reacting to external factors impacting our customer contact rates

Work content

· The post holder will take a flexible approach to changing work patterns of work within the service to meet business needs and will undertake such duties as are consistent with the job purpose and grade of post.

· Ability to handle calls and visiting customers of a varying nature, occassionally deal with distressed / difficult customers, who may also wish to log complaints, with the ability to remain friendly and positive to resolve the customer’s query
· Some exposure to abusive/aggressive language or behaviour.


	9.
	KNOWLEDGE & SKILLS

	
	· Educated to GCSE level including English Language and Mathematics or equivalent NVQ level 2 or experience obtained to the equivalent level. 

· Able to work to and meet deadlines and performance targets without direct supervision.

· Able to collect (i.e. emails) and manage own workload without direct supervision.

· Positive approach to team work

· High degree of computer literacy and experience of working with information technology in an office based environment (word packages, bespoke databases & spreadsheets etc)
· Good organisational ability

· Experience of a change environment

· Adaptable and responsive to change with the ability to make suggestions on how to improve processes/ways of working

· Proven experience in providing excellent customer service in a similar environment, putting customer’s needs first.

· Commitment to delivery of a high quality, customer orientated service

· Ability to establish, maintain and develop effective working relationships 

· Ability to deal with potentially verbally aggressive and difficult situations remaining friendly, positive and assertive to resolve the customer’s query

· Excellent communication (verbal & written) and listening skills, able to communicate courteously and effectively with all contacts

· Proven ability in capturing, storing and accurately retrieving information to meet customer needs

· Good level of social and interpersonal skills

Ability to converse and provide advice and guidance to members of the public, in spoken English, to Common European Framework of Reference for Languages (CEFR) - level C2 - Mastery or proficiency - Can express him/herself spontaneously at length with a natural conversational flow, avoiding or backtracking around any difficulty so smoothly that the person with whom they are conversing is hardly aware of it. Can understand with ease virtually everything heard or read.


	10.
	Position of Job in Organisation Structure 
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Head of Customer, Resident & Exchequer services








Customer & Resident Services Manager  








Customer Services Contact Team Manager (4)








Customer Service Representatives
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