
  Job
     Description
      BARNSLEY
                                                        

       Metropolitan Borough Council

	DIRECTORATE/DEPARTMENT: Adults & Communities

	SERVICE AREA: Access & Support
	SECTION: Contact Centre


	JOB TITLE: Information Service Officer Call Centre

	JOB REFERENCE NO: 
	GRADE: 


	RESPONSIBLE TO:
	Locality Manager Call Centre


	EMPLOYEE SUPERVISION:
	None

	DATE AGREED: 
	BY WHOM:


	Purpose of Post: Delete as necessary 
To facilitate the Council’s vision for a seamless access to information, in relation to all Council services at the Barnsley Connects Contact Centre. Working in a team covering core hours 8am – 8pm Monday – Friday Saturday 8am – 1 pm, Working on a rota basis.
Working in a fast pace environment within the Councils call centre provide an effective customer service to facilitate the Council’s vision for seamless access to service in terms of information provision, advice, application, and where appropriate payment in relation to all Council services, Partner and other community organisations. Taking ownership of the enquiry and where appropriate, signposting and guiding customers to appropriate service providers as required.
Being part of a resource to enable
· front line service responding to requests for appointments, customer comments, enquiries and complaints relating to a range of services both internal and external.
· ownership of the enquiries to the agreed cut off points.
· logging and tracking of all contact to ensure timely resolution in line with Service Level Agreements
· Actively encourage alternative methods for accessing services, promoting online and self service
· To provide a high quality, efficient & effective services which are customer focused ensuring consistency in customer service irrespective of which service is being requested
To maintain the positive image of Barnsley Council having and excellent customer relations by providing assistance and guidance to colleagues and customers in both routine and complex situations.

To deal with all incoming correspondence with regard to confidentiality and the provisions of data protection.

	Key Areas:

· Acting as the key contact for accessing services portraying a positive customer focused and welcoming approach, communicating across a range of media, taking ownership of the enquiry and guiding the customer.
· Act as an ambassador for services, speak positively, ensuring that the provision of service is of high quality and is delivered in a friendly, courteous, helpful and efficient manner
· Provide high quality information and advice by utilising knowledge based solutions to provide a seamless approach to service information, requests covering a wide range of services which are diverse and cross cutting which vary in degrees of complexity using questioning and listening skills
· Ensuring all queries are accurately logged to the relevant software and tracked through to resolution.
· To perform to pre-determined Service Level Agreements according to the priority of calls received

· To demonstrate initiative, diplomacy and resilience in an environment that can be both demanding and stressful

· Challenging current practices, policies and procedures and assist in developing changes as appropriate to improve performance and enhance service delivery

· Ensure performance against set operational targets

· Comply with all Council policies and procedures.
· To promote, support and encourage customer independence through the use of other access 

channels such as self service via the internet, telephones which offer wider access times., assisting customers to transfer to self service where available



	Duties and Responsibilities:

1. Acting as first point of contact handling incoming queries via phone, post and email for the full range of services both routine and complex, establish the customer requirements in a professional customer focused manner which recognises the diversity of customers using the service maintaining confidentiality at all times, log as appropriate into the relevant computer system. To record and track the enquiry/payment, resolve or signpost to other Council departments or agencies as appropriate, supported by knowledge base solutions which includes;

· The provision of advice and accurate information

· The receipt and where appropriate the processing of application for services some of which may include a payment.

· The scheduling of appointments / bookings as required.

· The effective recording of customer interactions and service requests within the appropriate ICT solutions which will enable effective monitoring.

· To track customer request and provide updates to customers escalating problems, issues to service as required.

2. In executing the above explain things clearly, in plain language, checking the customers understanding is of utmost importance.

3. To record and monitor the progress and outcome of complaints, comments and suggestions in line with agreed procedures and systems.

4. To use in depth knowledge of Services’ process and procedures to provide high quality guidance to stakeholders.

5. To have a broader understanding of the Council’s operations to ensure that good advice or signposting is given to customers, liaising with staff at all levels within the wider Authority to draw queries to a satisfactory conclusion.
6. To have an awareness of the Authority’s statutory responsibilities in all areas of the Business. Identify and correctly report all irregularities or attempts to defraud the council.
7. To keep up to date with existing and new policies and procedures to ensure that queries and complaints can be dealt with on a ‘right first time’ basis, and complying with all policies and procedures.
8. To promote a culture of continuous improvement by supporting initiatives working with customers. Contribute to the overall efficiency of the service provided to customers. Inform line manager in advance if a task is likely to exceed standard time period so that decisions about completing the job can be made.
9. Acting as part of the Council suggest and develop more efficient ways of working to ensure the continued development of the services that facilitates a consistent customer journey irrespective of the access channel being utilised.  This can include the identification of out of date information within the knowledge base solution such as web pages and process scripts.  Ensure that such improvements are reported in line with the services communication procedure.
10. To identify and suggest areas for improvement that facilitates a consistent journey irrespective of the channel being utilised. This can include the identification of out of date information within the knowledge base solution such as web pages and process scripts. Ensure that such improvements are reported in line with the service communication procedure.
11. To provide a positive and enthusiastic approach to work, operating within a culture of change, assist in the development of a culture of continuous improvement and performance management and contribute to the Best Value Performance Indicators.
12. Build and maintain strong and positive working relationships with others and to work cooperatively to achieve results by demonstrating a genuine commitment to work well with others, give practical help and support team members and new starters by sharing knowledge and experience willingly, assist in contributing new ideas and suggestions to find better ways of working i.e. scripts.
13. To manage own workload, problem solve and prioritising within own area of responsibility.

14. To work flexible hours which could include weekends and evenings as required by the service.

15. To undertake training and development opportunities as required by Management

16. To undertake any other duties commensurate with the grade and falling within the scope of the post, as requested by the Manager.

	


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.

	Date Job Description Revised: 8.10.2012
	By whom: Liz Taylor












