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Job description and Person Specification

Customer Service Assistant


	Department 
	Customer Services

	Service 
	Customer Service Centre

	Grade
	D/E

	Reports to
	Customer Service Team Leader

	Responsible for 
	n/a

	Job reference
	GR3698/3699 (MO10762)



	Job Purpose – 


	To be a highly skilled and committed professional offering a first class customer experience whilst maximising value for money.

Provide comprehensive and correct advice and information on Council services via telephone. Use all data resources available, to fully answer customer enquiries at the first point of contact and give an excellent customer experience, including a high resolution.

Understand the journey a customer has to go through to obtain the information or service and why they chose to contact us by that channel. 

Identify ways to improve the customer’s journey suggesting ways to reduce the need for the customer to contact us.

Identify all service failures which impact customers and suggest improvements to the customer journey, increase efficiency and remove wastage.

Scale E CSAs should also:-

Provide correct advice and information on complex services (currently Adult and Children’s Social Services and Highways maintenance) at first point of contact and to assess risk in order to prioritise contacts and workloads correctly. Grade E CSAs will also respond to customers using additional access channels such as email and live chat etc.


	Context - 

	This role is part of the Customer Service Centre Front Door team.



	Accountabilities - 

	Deliver results against the NCC’s Core Values and the department’s Plan on a Page and NCC’s Key Performance Indicators, making sure you always meet, and at times exceed, your performance goals.


	Establish and maintain a professional manner within a very active environment whilst consistently delivering a great customer experience - no matter what the situation.


	Have strong communication skills that allow you to speak freely with a variety of customer groups confidently, including our hard to reach customers.


	Be an ambassador for Norfolk County Council and guide customers by understanding their needs, and providing the right solution for them.


	For complex services (E Grade) (currently Adult and Children’s Social Services and Highways maintenance) - fully understand the nature of the enquiry in order to assess the needs and/or risks from the situation. Assign an appropriate level of priority to the call and any required actions, whilst providing correct advice and information to the customer in an appropriate manner.


	Personally identify and evidence cost savings and service delivery improvements.


	Demonstrate a positive mind set and a can do attitude at all times.


	Where appropriate, promote and encourage lower cost contact channels including self-service, web chat and email.


	Identify and collate customer feedback and failure demand from as many contacts as possible to help the organisation improve service delivery to Norfolk Residents.


	Be agile with the changing needs of the organisation and our customers.


	Taking responsibility in your own development by staying on top of service changes, ready to apply your learning in customer interactions.


	Maintain up to date knowledge and understanding of Council services and systems used within the Customer Service Centre.


	Exceptional attention to detail, taking full responsibility of accurate completion of all contact records with all relevant information while adhering to all Compliance and Data Protection Rules.


	Ensuring all confidentiality and data protection requirements are adhered to and maintained.


	Carry out other duties, within the scope of a D / E Grade, as and when required.





	Person Specification


	Qualifications:

	Essential
	Desirable

	General education to GCSE level or equivalent, including passes at Grade 4 / C or above in English and Mathematics

	NVQ 2 in customer service

Relevant training in customer service

	Knowledge/Experience:

	Essential 
	Desirable 

	Excellent customer service skills

Demonstrable values of delivering excellent customer service

Experience of working to and meeting performance targets

Experience of working within a team

Experience of fast data and information retrieval from a variety of sources including the internet

Efficient and accurate keyboard skills

Demonstrate a self and team improvement mindset by suggesting ways things can be done better

	Microsoft Dynamics 

Minimum of 1 years’ experience in a contact centre environment, handling a large number and range of customer enquiries

Working with CRM systems


	Skills:

	Essential
	Desirable

	Able to communicate with a wide range of people, including those who are displaying various emotions including anger and distress across all access channels

Able to understand a wide range of customer needs, including those with learning and communication difficulties, across all access channels in order to provide a solution

Able to constructively seek and receive feedback from managers and colleagues

Able to evidence service improvement suggestions to improve customer journeys

Able to accurately enter contact details onto computer systems whilst listening to the customer

Able to assimilate and retrieve information effectively and make decisions on the basis of the information given.

Able to work in line with set policies and procedures 

Able to meet performance targets whilst meeting quality targets

Able to become multi skilled across as many Norfolk County Council service departments as required

Able to assimilate the information from numerous sources to deliver quality customer service

	





	The Council’s values 
· Accountable – We are honest and accountable.
· Inclusive – We champion inclusivity and equity.
· Ambitious - We want a better future for Norfolk.
· Trusted – We build and maintain trust.



	Other Job Information 


	There is a competency bar between D & E Grades

Role subject to satisfactory Baseline Personnel Security Standard (BPSS) check




	General Information
· The job description details the main outcomes of the job and will be updated if these outcomes change.

· All work performed/duties undertaken must be carried out in accordance with relevant County Council and Departmental policies and procedures, within legislation, and with regards to the needs of our customers and the diverse community we serve. 

· Job holders will be expected to understand what is meant by safeguarding vulnerable groups (children, young people and adults) and how to raise concerns.

· Job holders will be expected to be flexible in their duties and carry out any other duties commensurate with the grade and falling within the general scope of the job, as requested by management.
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