
Job description

	Details of the job

	Post title:
	Customer Service Administrator Level 1

	Salary grade:
	02

	Location:
	Haylock House 

	Hours:
	37

	Reports to:
	CSC Team Leader

	Service area:
	Customer Service Centre

	Purpose Of Post:

	To work as a part of a multi-functional team, undertaking administration duties to support Customer Service Centre.





Overall purpose of the post

The overall purpose of the Customer Service Centre is to maximise resolution of enquiries and information requests from customers at first point of contact.

Specifically, the post holder will carry out administrative services to ensure that internal and external services are maintained and delivered to the required service levels.

The role will support Customer Services Advisors through the effective handling of inbound/outbound correspondence via post or email, provision of administrative support to advisors, handling of lower complexity telephone-based interactions, decision making as part the Blue Badge scheme, data entry, inputting of Adult Social Care referrals, issuing Country Parks tickets and any other Customer Service Administrative tasks.


Principal responsibilities
	
[bookmark: _Hlk143508446]
1. Log all customer queries, to ensure all email and post queries are answered appropriately within three to five working days and expedite outstanding queries. Make telephone calls where appropriate to customers in relation to their correspondence.
2. [bookmark: _Hlk143508459]Ensure all data entry tasks are completed within agreed timescales for Adult Social Care, Blue Badge, Country Parks, Housing Repairs and general enquiries daily.
3. To self-manage as required and to be able to prioritise daily workload etc in response to demands of specific service requirements or prescribed programmes.
4. Train other Customer Service Administrators in all aspects of the role, to ensure a high standard of customer service is maintained across the team.

5. To share knowledge and information with colleagues, contributing to the team’s ability to deliver continuous performance improvements.

6. To monitor and assess personal performance against targets, seeking support as necessary to deliver Customer Service Centre key performance indicators (KPIs).

7. Maintain a continuous improvement culture generating suggestions for new ways of working leading to a more efficient team 
8. Demonstrate awareness/understanding of equal opportunities and other people’s behavioural, physical, social and welfare needs.
9. Ensure that reasonable care is always taken for the health, safety and well-being of yourself and other persons, and to comply with the policies and procedures relating to health and safety within the department.
10. Support a “customer first” culture within the Customer Service Centre.
11. Carry out any other duties which fall within the broad spirit, scope, and purpose of this job description and which are commensurate with the grade of the post.
12. This post requires satisfactory clearance of a disclosure and barring check (DBS).


[image: ]

This job description reflects the major tasks to be carried out by the post holder and identifies a level of responsibility at which they will be required to work.  In the interests of effective working, the major tasks may be reviewed from time to time to reflect changing needs and circumstances. Such reviews and any consequential changes will be carried out in consultation with the post holder.
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PERSON SPECIFICATION

	Post Title: 
	Customer Service Administrator

	Service Area:

	Customer Service Centre



	ATTRIBUTES
	ESSENTIAL CRITERIA
	DESIRABLE CRITERIA

	Education and Qualifications

	Educated to NVQ level 3 or equivalent including GCSEs in Maths, English at Grade 4 (or equivalent).

Experience of working in an administrative environment.

	Achieved, or working towards a formal IT or administrative qualification.




	Experience and Knowledge






















	Experience of working with such systems as Word, Excel, Microsoft 365, and Teams.

Able to work independently and as part of a team to schedule work to meet service level requirements.

Accurately maintain a wide range of computerised records and management information systems, providing guidance to less experienced colleagues to meet service standards and support efficient service delivery.

Appropriate level of data protection, security and confidentiality awareness.


Equal Opportunities - ability to demonstrate awareness/understanding of equal opportunities and other people’s behaviour, physical, social and welfare needs.
	Experience of working within an environment governed by statutory requirements and/or legislature. 

A working knowledge and specific understanding of the services provided by North Northants Council, and the eligibility criteria related to the Blue Badge scheme and Adult Social Care.

A customer service background with proven experience of interacting with customers over the telephone and in writing.



	ATTRIBUTES
	ESSENTIAL CRITERIA
	DESIRABLE CRITERIA







	Ability and Skills






































	Contribute at an individual level to monitoring resources, providing information, and be involved in delegated project work.

Participate in team development activities and assist less experienced colleagues to support the achievement of individual
and team performance and development objectives.

Maintain and build good working relationships with colleagues and
service users to deliver the service required.

Ability to focus on task and pay attention to detail.

Able to maximise personal productivity, minimise duplication and errors.
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