

	Role Structure
	Role Details 

	Directorate:
	Corporate Services

	Grade:
	HC05

	Location:
	Blueschool House

	Responsible to:
	Customer Services Supervisors


Job Description
Job Role: Customer Services  
   Officer 
Service: Customer Services
	


Main purpose of the role

Act as a single point of contact providing excellent customer service for all members of the public who wish to access information regarding the council and its services. 

Deal efficiently and effectively with all customer enquiries, complaints and requests received in accordance with Herefordshire Council customer service standards. 

Ensure a collaborative approach to delivery, working across the organisation with colleagues, and externally with a wide range of partners to deliver desired outcomes for the customer, with the objective of achieving first contact resolution.

	Key Duties and Responsibilities

	Frequency of Task

	· Provide excellent customer service and support to customers through face to face, telephone and digital channels. 
	
	· Daily

	· Provide advice, information and assistance in processing of various council and third-party applications.
	· Daily

	· Responsible for the handling of payments, in line with audit requirements.
	· Daily

	· Accurately record and update a variety of customer relationship management systems and government data systems, ensuring all data is accurate 
	· Daily

	· To be involved in developing high quality services where problems are resolved quickly and to the satisfaction of all parties without recourse to more formal procedures.
	· Daily

	· Addressing all needs at first point of contact to prevent intervention later and where applicable identify and offer additional information or support.
	· Daily

	· Promote the most effective contact channels for example the “Self Serve” functions of the web; and utilising the Council Website and Talk Community website for signposting customers to appropriate information. 
	· Daily

	· Decipher complex government guidance and legislation, being able to quickly analyse and assimilate to customers.  
	
	· Daily

	· Support customers with benefit, council tax and DWP queries in line with legislation to ensure maximum benefit to the customer.
	· Daily

	· Identify opportunities for customers in a variety of ways including signposting to third party organisations, community groups or cross service initiatives.
	· Daily

	· Provide support to customers practically and  emotionally in distressing situations. 
	· Daily

	· Provide support for customers that may involve liaising with many organisations using influencing skills to ensure the best resolution for the customer.
	· Daily

	· To identify potential problem areas in order that remedial action can be taken to benefit the customer. 
	· Daily

	· Understanding of relevant legislation to support in service delivery.
	· Daily

	· Make decisions within government guidance based on presented information, for example medical information.
	· Daily

	· Coordinate and conduct detailed financial means interviews with customers and negotiate repayment plans.
	· As required

	· Maintain thorough records of work for a variety of different services for example blue badge applications, planning searches, face to face visits and calls taken. 
	· Daily

	· Remain calm with customers that are irate, abusive or threatening, whilst having the ability to deliver information in a calm manner. 
	· As required

	· To negotiate and mediate, in the resolution of enquiries and disputes between customers and officers, voluntary organisations, and service-user groups and endeavour to influence on changes to service delivery as part of the customer experience.
	· As required 

	· The receipt, registration and acknowledgement where necessary of all customer applications, appeals and complaints. 
	· Daily

	· To monitor the progress of applications and notify and advise appropriate officers to ensure requests are responded to.
	· Daily

	· Ensure the information recorded is compliant with Data Protection Regulation’s & Herefordshire Councils policies & procedures.     
	· Daily

	· Training and  mentoring of other team members.
	· As required

	· Participating in team meetings and  sharing ideas for improvement
	· As required

	· Carry out any other duties of a similar nature and responsibility if required.
	· As required

	· Maintain personal/professional development to meet the changing demands of the job.
	· As required

	· To participate in any training relevant to the post and scope of work 
	· As required

	· To promote awareness for customers and staff of procedures, including the production of user-friendly information
	· As required

	· To be involved in establishing procedures/administrative processes in relation to service requests in line with current legislation and guidance. 
	· As required

	· To contribute to the development of service improvement activities. 
	· As required

	· To work positively and inclusively with colleagues and customers so that the council provides a workplace and delivers services that do not discriminate against people on the grounds of the protected characteristics as outlined in the Equality Act 2010.
	· Daily
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Person Specification


	Requirements
	Essential or   Desirable
	Identified by

A – Application I – Interview

	Qualifications and Training

	· A minimum of 4 GCSE subjects at grade 4 and above including English language, or equivalent level of knowledge 
	Essential
	A, I

	· Customer Service qualification or relevant experience  
	Essential
	A, I

	· ECDL or IT qualifications or an equivalent level of competency 
	Desirable
	A, I

	· Possess or be willing to study for a suitable qualification relevant to customer services 
	Desirable
	A, I

	· Should be able to demonstrate recent and continuing professional and personal self-development 
	Essential
	A, I

	Experience & Knowledge

	· Experience of working in a Customer Service environment 
	Essential
	A, I

	· Experience in using a customer relationship management system 
	Essential
	A, I

	· Experience of providing information to the public 
	Essential
	A, I

	· Experience of applying relevant legislation related to the handling of information in a public sector environment
	Desirable
	A, I

	· Experience of managing relationships between officers and the public 
	Desirable
	A, I

	· Experience of data management systems, including the inputting of accurate information to generate quality data for performance and management reports 
	Essential
	A, I

	· Experience of working to deadlines 
	Desirable
	A, I

	· Experience of partnership working 
	Desirable
	A, I

	· Understanding of working in a political environment 
	Desirable
	A, I

	Skills and Abilities

	· Commitment to the delivery of effective and excellent customer service
	Essential
	A, I

	· Excellent communication skills
	Essential
	A, I

	· The ability to solve problems, exercise sound judgement and make decisions
	
	Essential
	A, I

	· Excellent interpersonal skills with the ability to develop and sustain relationships with a variety of people both within and external to the organisation 
	
	Essential
	A, I

	· The ability to deal sensitively and appropriately with members of the public, council employees and elected members. 
	 Essential
	A, I

	· The ability to empathise at an emotional level 
	 Essential
	A, I

	· The ability to self-organise and prioritise, co-ordinate and schedule work loads 
	 Essential
	A, I

	· The ability to work independently without supervision or support 
	 Essential
	A, I

	· The ability to respond positively to changes in the working environment and to deal effectively with work pressures when they arise 
	 Essential
	A, I

	· Ability to solve problems logically, and make appropriate decisions 
	 Essential
	A, I

	Other Factors
	
	

	· Willingness to work outside of normal working hours to meet the demands of the service

	 Desirable
	A, I

	· To be able to travel to various locations in the county where service requires

	 Desirable
	A, I

	· Commitment to council’s ethos of equality and inclusion.
	 Essential
	A, I





All council staff have a duty to promote the welfare of children, young people, and adults with care and support needs at risk of abuse and neglect who cannot take steps to protect themselves. Ensuring you attend mandated safeguarding children and safeguarding adults training to enable you to recognise the concerning behavior, know how to talk about it, and consent/duty to share information effectively. You will also learn about the legalities and procedures the social care staff can take.

Our Values and Behaviours

The council’s THRIVE core values are our guiding principles and beliefs that shape our culture and behaviour within the council. ​They help us to achieve our Council Plan vision “do our best for Herefordshire” acting as our DNA and the “way that we do things around here”.  We expect all colleagues to act as a role model by living our values and setting an example for others.  ​Our values strive to promote a thriving workforce by fostering a culture of trust, being honest and responsible, inclusive, valuing people and resources and leading with empathy. 









Trust - Developing and maintaining relationships based on a culture of transparency and open communication. Supported by integrity and the confidence that you are reliable and fulfil commitments.
Honesty - Demonstrating truthfulness, integrity, and transparency in all communications, decisions, and relationships. Being trustworthy, reliable, and accountable for your actions. Acting with sincerity and fairness, even in challenging situations.
Responsibility - Taking ownership of individual and collective actions, decisions, and delivering on commitments. Being reliable, fulfilling obligations and being accountable for outcomes and results. Proactively contributing to the achievement of your own, the team and council goals.
Inclusivity - Embracing diversity, equity and inclusion by recognising and valuing the unique perspectives, backgrounds and experiences of our staff, customers and residents. Creating an environment where every individual is valued, respected and can belong.
Value - Upholding high standards, ethics and integrity to guide our actions and decisions. Demonstrating commitment to creating and delivering value in our work by recognising and appreciating each other, our resources, processes, customers, community and environment.
Empathy - Demonstrating a genuine and caring understanding of others' feelings, perspectives, and experiences. Listening attentively, acting with compassion, supporting with respect and kindness and considering the impact of our actions on others.
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