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Job description and Person Specification

Ceremony Team Agent


	Department 
	Democratic Services

	Service 
	Registration Service

	Grade
	Scale D

	Reports to
	Celebrant and Ceremony Team Leader

	Responsible for 
	n/a

	Job reference
	10959



	Job Purpose 

	Provide a response to ceremony enquiries and bookings; organising all paperwork and associated documentation to ensure ceremonies can be delivered. 

To support income generation through web sales and events. 

To ensure ceremonies run smoothly, from planning through to assisting on the day when required. Preparing ceremony rota’s and associated tasks. 

Registering ceremonies onto the Registration Online system and producing certificates. 

Dealing with end of month reconciliation for ceremonies delivered in religious building settings and liaising with clergy.


	Context 

	The Registration Service aims to deliver excellence in customer service and consistency in quality and delivery across the county. To achieve this aim, we will develop a suite of Performance Standards measuring technical knowledge, accuracy, delivery timescales and building in flexibility, consistency of service and advice, positive attitudes and behaviours. 

The service will also offer improved opening hours, multi skilled teams and a management team focussed on improvement and innovation enabling Norfolk Registrars to add value to the organisation, by reducing waste and costs for core service activities and increasing its income by delivering new services.




	Accountabilities 

	Delivering Services 
To respond to ceremony enquiries and bookings and ensure that all paperwork and other documentation is in place to enable ceremonies to proceed in accordance with the law, ensuring customer satisfaction and meeting service standards. Ensuring schedules are processed and certificates issued within required timescales.


	Sales and Marketing 
Selling services to the public and with partners to maximise the number of ceremonies offered and to generate income through bookings and through web and other advertising.
Communication & Relationships 
Keeping fully informed and up to date with relevant service information. Working as part of a team, manage own workload and support colleagues with theirs.


	Service Improvement 
Actively working to continuously improve systems and/or processes. Notifying of failures in systems or processes. Implementing and following new processes to support continuous improvement.


	Customer Satisfaction 
To feedback customer and stakeholder comments to the Ceremony Administration Officer, including any complaints. Looking for ways to improve the customer experience.


	Training & Development 
Taking responsibility for own development and training needs, including maintaining knowledge at the appropriate level.


	Other duties 
To cover clerical tasks relating to citizenship as required. To do clerical work for the Registration Team if cover is required.




	Person Specification


	Qualifications:

	Essential
	Desirable

	5 GCSEs including English and Maths or equivalent experience

	

	Knowledge/Experience:

	Essential 
	Desirable 

	Skilled in and enjoys telephone customer service and sales.

	


	Friendly and articulate with proven excellent communication skills.

	

	Good understanding of ceremony administration and ceremony delivery.

	

	Knowledge of ceremony booking policies and procedures.

	

	Knowledge of producing certificates and associated tasks.

	

	Experience of working in a regulated framework and to set policies and procedures.

	

	Skills:

	Essential
	Desirable

	Displays respect and empathy for colleagues and customers.

	

	Flexible and adaptable to cover a range of different duties.

	

	Great team player, supportive and inclusive.

	

	Demonstrates commitment to service core values and delivering to service standards.

	



	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.




	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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