	EMPLOYEE SPECIFICATION


The Council is committed to safeguarding and promoting the welfare of children, young people and vulnerable adults and expects all staff and volunteers to share this commitment.

When filling in the application form, please demonstrate with clear, concise examples how you meet the requirements of the post.  You will be assessed in relation to the Essential and Minor criteria.  Please bear in mind that you must possess the Essential Criteria on day 1 to be able to do the job.  If there are large numbers of applicants for the post then all of the criteria will be used for shortlisting.  Under the Disability Discrimination Act (DDA), we recognise and welcome our responsibility to remove any barriers in our recruitment and selection process.  We have tried to assess this in our Job Description and Employee Specification, however if you feel that there are barriers, please tell us in the application form.  As part of the DDA, we are committed to making reasonable adjustments, wherever possible and it would help us to know your needs in order to do this.
	Post Title
	Call Taker
	Directorate/School
	Adult & Communities
	Grade 3


	1. 
	Skills and Abilities
	Excellent communication and organisational skills.
	Application Form/Interview
	E

	2. 
	
	Good data input/IT skills.


	Application Form/Interview
	E

	3. 
	
	Ability to liaise/ resolve queries with managers, employees, customers and outside bodies and other stakeholders.
	Application Form/Interview
	E

	4. 
	
	Ability in respect of confidentiality
	Application Form/ Interview
	E

	5. 
	
	Ability to work successfully and productively within a team and on own initiative.
	Application / Interview
	E

	6. 
	
	Excellent organisational and prioritisation skills, to ensure targets are achieved.
	Assessment
	M

	7. 
	
	Ability to make minor decisions problems solving using own initiative.
	Application / Interview
	E

	8. 
	
	Good numeracy , literacy  and listening skills
	Application / Assessment
	E

	9. 
	
	Ability to communicate effectively with all age ranges both written and verbal.
	Application/Interview
	E

	10. 
	
	Ability to coach guide, mentor and support team members
	Interview
	M

	11. 
	
	Understand the importance of statistical data to improve service delivery.
	Interview
	M

	12. 
	
	Ability to follow operational procedures.
	Application / Interview
	E

	13. 
	
	Ability to work in a constantly changing environment, transferring customers to self service channels where appropriate acting as digital champions.
	Application/Interview
	E

	14. 
	
	Ability to work under pressure maintaining a calm, polite and professional manner using tact and diplomacy with a diverse range of people.
	Application / Interview
	E

	15. 
	
	Ability to take on additional responsibilities in the absence of senior staff
	Application/Interview
	E

	16. 
	Relevant Experience
	Experience of working in a customer focused environment.
	Application / Interview
	E

	17. 
	
	Use of IT and manual information systems, and use of Microsoft packages e.g. email, Scheduler, Word, Excel, and the Internet.
	Application / Interview
	E

	18. 
	
	Experience of researching information.

Previous Local Government experience including Authority Based systems.
	Application/ Interview
	E

	19. 
	Education and Training Attainments
	Requires 4 GCSE’s (Grades A to C) or equivalent OR Level 2 in a relevant discipline and substantial customer service experience.
	Application / Evidence
	E

	20. 
	General and Special Knowledge
	Knowledge of the Council and community organisations and how they work. 
	Interview
	M



	21. 
	
	An understanding of the vision and principles of Access to Services and its contribution to the delivery of the Council’s corporate  priorities.
	Interview
	M

	22. 
	
	Knowledge of relevant Procedures and Statutory regulations and Council policies
	
	

	23. 
	
	Willingness to undertake relevant ICT training or ECDL qualification
	Interview
	E

	24. 
	
	Knowledge of appropriate regulatory and legislative requirements and information sources
	Application/Interview
	M

	25. 
	
	Knowledge of alternative solutions for accessing services that enable customers to process service requests, make payments and track enquiries promoting these to customers.
	Application/Interview


	M

	26. 
	Additional Factors
	Willingness to work outside normal working hours as required with a flexible approach to work.
	Interview
	M

	27. 
	
	Post holders must be committed to their own personal development within the overall structure.
	Interview
	E

	28. 
	
	The post holder will be required to work at any Access to Services location when business continuity plans are activated.
	Interview
	E



