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	Post Title: 	Customer Engagement Assistant 

	Department: Corporate Core 
	Establishment/Post No: 	 

	Division/Section: Contact Centre  
	Post Grade:  Grade 5 	 

	Location: Town Hall 	 
	Post Hours: To be decided 

	Special Conditions of Service: 
 
A corporate staff uniform will be provided and must be worn at all times whilst in the workplace. 
 

	Purpose and Objectives of Post: 
· To be the first point of contact for all customers, providing a high quality, efficient and courteous service face to face, over the telephone or by electronic means resolving at first point of contact to the satisfaction of the customer in accordance with Government Legislation and Council Policies. 
· To direct customers to other services accessible via the freephone and online and provide digital assistance where required. 
· Provide excellent service for a wide range of service areas to all customers contacting the Council, both internally and externally, in accordance with the Council’s Corporate Customer Care Charter and Service targets 
· Process all enquiries to the required performance standards, complying with the Data Protection Act, Freedom of Information Act and the Council’s requirements on confidentiality. 
· Provide additional cover for switchboard calls 

	Accountable to: Head of Customer Contact  

	Immediately Responsible to:  Contact Centre Team Manger  

	Immediately Responsible for: None 

	Relationships: (Internal and External): 
 
 Internal:   	External:   
 Chief Officers and Senior 	Members of the Public 
 Management 	Members of Parliament 
 Elected Members 	Government Officials/Departments 
 All Departmental Staff 	Other Local Authorities 
 Other Officers of the Council 	Partnering Organisations 
 
 	Commercial Organisations, Contractors & 
 	Suppliers of Goods and Services 
 	Trade Unions 
 
 
 
 



	Control of Resources: 
Personal Computer and associated equipment 
Computer packages 
Stationery and computer consumables 
 

	Duties/Responsibilities: 
 
1. Deliver a universal information service to members of the public and other visitors to the Town Hall, and have a detailed knowledge of a wide range of council service areas in order to provide a supporting service to all customers contacting the Council. 
 
2. Actively promote digital access to council services by encouraging self-service via the telephone and PC, assisting customers to self-complete on line forms and use of the Council’s web site. 
 
3. In line with council requirements accept, check and scan documents on behalf of several council services; including Housing Benefits, Council Tax, blue badges and parking permits,  liaising with relevant departments where necessary  
 
4. Provide a supportive functionality to customers requiring advice and guidance on basic computer skills in line with the Councils Digital Inclusion Strategy; encouraging self-service and personal development. 
 
Take switch board calls as and when time allows, providing a high quality, efficient and courteous service putting the customers in contact with appropriate colleagues or departments. 
 
5. Strictly observe security procedures for identifying, receiving and redirecting visitors, liaising with security as and when required. 
 
6. Deliver a multi-skilled flexible approach towards the diverse range and needs of the service within the Customer Engagement Team. 
 
7. Ensure that enquiries are dealt with efficiently and appropriately and that as many as possible are resolved at the first point of contact to the satisfaction of the customer. 
 
8. Assist in the training of new members of staff in the duties of the reception. 
 
9. Signpost customers to other services; liaising with relevant colleagues or departments and ensuring information is transferred efficiently and taking ownership to follow up matters which cannot be dealt with immediately. 
 
10.Identify vulnerable customers and treat them in a sensitive manner to resolve their queries, referring to other agencies where necessary.  
 
11.Engage appropriate services such as Language Line / British Sign Language / Typetalk / Interpretation Officer when necessary. 
 
12.Interrogate the Internet to support customer’s enquiries relating to issues outside the Council’s remit; including other Government departments, the voluntary sector and provisions around Bury and its surrounding areas.  
 
13.Manage the reception areas ensuring the area is clean, tidy and that health and safety requirements are strictly adhered to. 



	 
14.Keep up to date with the Council’s structure, ward boundaries, policies and activities and be fully conversant with the on-line directory and all the online forms available to the public, highlighting any errors or anomalies to management promptly.  
 
15.Ensure that all information relating to customers is treated sensitively and used appropriately; care is taken to ensure no loss of data or unauthorised disclosure of personal information. 
 
16.Encourage information sharing internally and with other Council departments, partners and external organisation in accordance with Data Protection guidelines and national, corporate and departmental policies on confidentiality and the management of shared information. 
 
17.Regularly contribute ideas, suggestions and feedback to provide a valuable contribution to the success of the service and participate in other relevant customer service initiatives and council projects as and when necessary. 
 
18.Attend and contribute to training sessions and participate in the training and support of new staff. 
 
19.Demonstrate and promote a commitment to Equal Opportunities, Investors in People, Diversity and Customer Care in accordance with good practice and guidelines. 
 
20.Carry out any other duties including any routine clerical tasks as required commensurate with the grade of the post. 
 
Health and Safety Responsibilities o Carry out work in a manner that does not place the health and safety of yourself or others at unnecessary and/or inappropriate levels of risk. 
· Fully co-operate with the Department’s and the Council’s managers in all matters relating to occupational health and safety  
· Ensure that the Department’s and the Council’s health and safety arrangements are applied. 
· Report any damage to equipment and shortcomings in local arrangements to a supervisor or line manager.  
· Ensure that appropriate management or organisational representatives are informed of any apparent cases of serious or imminent danger, situations which present a significant risk to health or safety, and any shortcomings in departmental and/or organisational arrangements. 
 
Where an employee is asked to undertake duties other than those specified directly in his/her job description, such duties shall be discussed with the employee concerned who may have his/her Trade Union Representative present if so desired. (See paragraph 203 of supplemental Conditions of Service) 
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PERSON SPECIFICATION 
 
CUSTOMER ENGAGEMENT ASSISTANT 
 
 
	SHORT-LISTING & INTERVIEW CRITERIA 
	ESSENTIAL 
	DESIRABLE 

	Experience of working in a customer services environment; handling enquiries face-to-face, over the phone and via electronic means  
	Y 
	 

	Ability to work on own initiative and without close supervision. 
	Y 
	 

	Knowledge and understanding of the broad range of services the Council provide and an ability to provide guidance and support accordingly 
	Y 
	 

	Knowledge of appropriate computerised systems relating to, but not limited to; Revenues, Benefits, 
Housing, pre-paid card administration and 
Customer Relationship Management (CRM) 
	Y 
	 

	Ability to work under pressure and communicate appropriately and effectively with customers who maybe vulnerable, distressed, irate or aggressive in a responsive, sympathetic and tactful manner. 
	Y 
	 

	Have detailed knowledge of Data Protection guidelines; including national, corporate and departmental policies on confidentiality and the management of shared information. 
	Y 
	 

	Must be able to demonstrate experience of working in a team requiring a flexible approach to customer and service requirements 
	Y 
	 

	Demonstrate a commitment to the Council’s Equal 
Opportunities, Investors in People, Diversity and 
Customer Care agendas  
	 
	Y 

	Demonstrate knowledge of the Council’s policies and procedures for Health and Safety 
	 
	Y 


  
image1.jpg
CCCCCCC




