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Job description

	Details of the job

	Post title:
	Administrator 1   (Registration Customer Service Assistant)



	Salary grade:
	NNBAND02 ;  Salary £ 26,409 - £ 26,835


	Hours:
	37h full time 

	Location:
	Haylock House Kettering

	Reports to:
	Ceremony Operations and Development Manager (CDOM)

	Service area:
	Registration Service


Overall purpose of the post

To provide administrative support to customers and colleagues in a busy office environment.  The job will entail undertaking the full range of front line customer service contact activities and associated administration and back office activity to enable the service to carry out its day to day business.  
The job requires extensive use of office software packages (EG Word, Excel, Outlook, internet, Registration Service System) and assisting with the development of new procedures and processes designed to improve the efficiency of the service. 
The job also requires a high standard of customer care and extensive customer contact (telephone and e-mail). With occasional administrative support to other areas of the Registration Service such as Copy Records office or Coroners etc. 
Accountable to the Superintendent Registrar (Ceremony Operations and Development Manager).
Principal responsibilities

As a member of the central administration team you will:
1. Deliver the processes required to ensure that all customer’s ceremonies and events are properly booked, recorded, confirmed, and co-ordinated. Examples of ceremonies would include weddings, civil partnerships, renewal of vows, naming and citizenship, including taking customer payments
2. Be the first point of contact and resolve customer queries at the first point of contact either through face to face, telephone, or e-mail contact.
3. Provide advice on the legal requirements to customers seeking statutory services (birth, death and marriage/civil partnerships) 

4. Administer all customer financial transactions in an accurate and timely manner to ensure the Registration Service receives the correct payment at the appropriate stage in the ceremony process.

5. Collate and prepare the quarterly clergy returns, liaising with Registrars and the clergy as appropriate, resulting in payments to the clergy.

6. Provide administrative support to the Management Team, E.G. updating of customer records, assisting with calls from the general public and the preparation of documents for approval and processing. 
7. Receive information from other agencies and advising staff, under the direction of a manager, of any changes required and/or acting as a central contact point for service queries.

8. Maintain and update excel and system bases databases as necessary.

9. Maintain at all times a high standard of customer care with all customers and staff, in accordance with the service’s aims and the Council's customer care policies.

10. Demonstrate awareness/understanding of equal opportunities and other people’s behavioural, physical, social and welfare needs.

11. Ensure that reasonable care is taken at all times for the health, safety and welfare of yourself and other persons, and to comply with the policies and procedures relating to health and safety within the department.

12. 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.

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: 
	Administrator 1  (Registration Service Central Administration Team)

	Grade
	Band NNBAND02 / pay step NNCSCP04


	Service Area:


	Registration Service


	ATTRIBUTES
	ESSENTIAL CRITERIA
	DESIRABLE CRITERIA

	Education and Qualifications


	· Five GCSEs at Grade C or above (including English and Maths) or equivalent qualification.

· RSA II Word processing or a proven ability to type accurately.
· European computer driving licence.
· Will undertake further training, as appropriate, 

	· NVQ level 2/3 in appropriate discipline. 

	Experience and Knowledge


	· Front line Customer care experience within in a very busy environment.
· Significant Office software experience EG using Word, Excel, Mail Merge Outlook, Internet and Customer management system. 
· Experienced in working in a team environment with colleagues of differing abilities.
· Communicate effectively with customer and colleagues at all levels, verbally and in writing.
· Proven track record of accurately inputting data.

· Experience of working in a very busy general office setting with direct customer contact. 
	· Knowledge of the Registration Service.




	Ability and Skills


	· Able to promote the Registration Service in a professional and business-like manner with diverse groups of both internal and external customers.

· High standard of spoken and written English, with clear and legible handwriting.

· High standard of numerical competence.

· Responds positively to fluctuations in workload caused by external events or customer demand.

· Experience of control over security stock and confidential information.

· Works methodically with attention to detail.

· Demonstrate commitment to personal development, including the ability to attend training courses which may be away from the office or be on-line.

· Present information clearly, concisely in an appropriate manner. 

· Ability to be flexible regarding hours and days of work.


	· Ability to identify potential areas for developing services in order to increase/improve revenue streams and choice.

· Demonstrate awareness of business opportunities and constraints.

· Ability to motivate self and others.

· Ability to negotiate and influence people in order to solve problems or provide alternatives.

· Knowledge of the geography and the district (and County).

· Some knowledge of Health and Safety matters.

	Equal Opportunities


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