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	Reports to:
	Team Leader
	

	Employee Supervision:
	None
	Grade:
	
	Profile Ref:
	

	Purpose of the Post

	Working alongside Customer Service Advisors, to provide a high-quality service to customers through handling customer enquiries via the phone, webchat, social media, and e-mail.  This includes dealing with orders, taking payments, and offering guidance and support.  

	Responsibilities

	· Respond to customer enquiries over the phone, webchat, social media, and e-mail.
· Take payments from customers.
· Demonstrate excellent customer service when interacting with customers. 
· Know how to use systems, equipment, and technology to meet the needs of customers.
· Understand the importance of following Data Protection / GDPR regulations.
· Use an appropriate “tone of voice in all conversations, providing clear explanations to customers. 
· Promote and encourage the use of the council’s online services. 
· Complete administrative tasks


	Education and Training
	Measure
	Rank

	· GCSE (A-C or 9-4) in Maths and English or equivalent/or GCSE (D-F or 1-3) and working towards achieving GCSE grade 4
	A/C
	E

	· A willingness to achieve a Level 2 Customer Service qualification at the end of the apprenticeship
	A/C
	E

	Relevant Experience
	Measure
	Rank

	· Communicating with others
	A/I
	E

	· Problem solving 
	A/I
	E

	· Working independently and as part of a team
	A/I
	E

	· Being open to feedback

	A/I
	E

	General and Special Knowledge
	Measure
	Rank

	· Understand who our customers are.
	A/I
	E

	· Demonstrate knowledge and understanding of the different ways customers can contact an organisation.
· Understand how establishing the facts enables you to resolve a customer enquiry.
· Experience of using a range of questioning skills, including listening, and responding in a way that builds rapport and achieves positive outcome.
	A/I
A/I

A/I


	E
E

E

	Skills and Abilities
	Measure
	Rank

	· Demonstrate patience and calmness.
	A/I
	E

	· Show you understand the customer’s point of view.
	A/I
	E

	· Use appropriate signposting or resolution techniques to meet customer needs and manage expectations.
· Demonstrate a commitment to deliver a high level of customer service.
	A/I
A/I
	E
E

	Additional Requirements
	Measure
	Rank

	· Other general administrative duties.
	A/I
	E

	· Work with due regard to health and safety requirements. 
	A/I
	E

	· Work in line with the council’s vision, values, and behaviours.
	A/I
	E

	· Any other duties as requested by the Team Leader, which will assist in achieving the level 2 customer service qualification

	A/I


	E




Other placement information (e.g., hours of work, lunch breaks etc)

37 hours per week. 
Maximum duration 60 weeks


