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JOB DESCRIPTION - Systems Support Assistant

	Details of the job

	Post title:
	Systems Support Assistant (332018637)

	Salary grade:
	NNCBAND03

	Location:
	Haylock House 

	Hours:
	37 hours

	Reports to:
	Ceremony Operations and Development Manager, Registration Service

	Service area:
	Customer and Governance 

	Purpose Of Post:
	To support the Registration Service by developing and managing efficient, reliable, and secure systems and by supporting other staff in their use.


	Overall purpose of the job


The Registration Service has the statutory duty and responsibility in North Northamptonshire district, to register life events such as births and deaths, and to take notices of marriage or civil partnership, coordinate the booking process and subsequently solemnize and register them.
This role will:
· Support the Registration Service by developing and managing efficient, reliable, and secure systems from a broad functional range of systems and applications.
· Support other staff in the service who use the systems and provide ad – hoc support to the Customer Advice Team.
The main systems used in the Registration Service include MSOffice 365 (Outlook, Teams, Word, Excel, PowerPoint), online booking system (Zipporah) primarily for ceremony booking sales and appointment management, Income management system (Heycentric) used for booking payment transactions and financial management, clergy returns, Citizenship activities, and performance reporting. We also manage and update our own area of the North Northamptonshire Council website.
	Principal responsibilities 


1. Ceremony allocation planning for up to 30 members of staff which includes a variety of full time, part time and casual workers. The allocation rota is provided up to 8 weeks in advance and can at times require you to resolve staffing issues at short notice. 
2. Ceremony sales management ,oversee and check ceremony bookings to ensure all of the requirements are met for the booking process, including payment being taken and Notice of Marriage has been completed by both parties in accordance to the regulated timeframes   
3. Appointment management which includes monitoring of available appointments to ensure statutory service agreements are met. 
4. Bespoke regular planning and reporting of ceremony bookings, calendar availability and ceremony allocation /distribution, using the internal systems, to analyze trends in the service and monitor performance against statutory targets. 
5. Ensuring a continuous scheduling, extraction and delivery of accurate and timely business critical management information and statutory required data.
6. Acting as the online booking system Administrator in line with the internal processes and procedures and conducting the timely scheduling and publication of ceremony and appointment ceremony rotas for the operational staff with different working arrangements and availabilities, up to 8 weeks in advance, factoring in seasonality, forward sales , previous data information and staff competency / training.
7. Creating and developing precures and documentation for staff and service users to enable a broad support for frontline and back-office staff in relation to the customers.
8. Answering emails, phone calls from the Customers regarding the Registration Service processes and supporting the team with booking ceremonies and appointments.
9. Carrying out any other duties which fall within the broad spirit , scope and purpose of the job description and which hare commensurate with the grade of the post
**    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.

	PERSON SPECIFICATION


	Post Title:
	Systems Support Assistant

	Grade
	NNCBAND03

	Service Area:
	Customer and Governance


	ATTRIBUTES
	ESSENTIAL CRITERIA
	DESIRABLE CRITERIA

	Education and Qualifications
	A Level or equivalent, with GCSE level numeracy and literacy.
ITQ Level 2 or equivalent.
	Achieved or working towards a nationally recognized qualification in Customer Service.
Achieved or working towards a Project Management qualification.

	Experience and Knowledge
	Experience in customer service applications and operations.
Experience of using project management techniques and problem solving strategies.
Experience of creating and maintaining IT systems or processes and supporting other staff in their use.
Experience of procedure development, documentation and implementation.
Experience of data analysis to solve business problems and of presenting the results in a relevant way.
Good communication skills (face to face, telephone and written) with a strong customer focus.
Experience of working within a pressured environment using prioritisation to handle conflicting demands.
Experience of working within and contributing enthusiastically in a team environment providing flexibility and commitment to maintaining deliverables and objectives.
	A working knowledge of the services provided by the Council.
Understanding of the legislation relating to registration of births and deaths and to marriages and civil partnerships.
Understanding of the benefit to society of registering life events.


	ATTRIBUTES
	ESSENTIAL CRITERIA
	DESIRABLE CRITERIA

	Ability and Skills
	Understanding of the complexities of staff timetabling, rotas and shift patterns for a large team.
An understanding of relational databases, tables and data objects.
Analytical and diagnostic skills and an eye for critical detail.

	

	Equal Opportunities
	Ability to demonstrate awareness/understanding of equal opportunities and other people’s behaviour, physical, social and welfare needs
	




