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Customer Service Assistant 

Reports to:			Customer Service Delivery Manager/Team Leader

Responsible for - Directly:	0

Total staff managed:		0

Working environment:	Office/Hybrid

Working hours: 	37 hours per week (full-time)- 5 days week – 9-5

Grade:	Band 4

Contract Term                         Temporary Fixed term 6 months

Purpose of role 
· Under the supervision of the Customer Services Team Leader work within a small customer contact centre unit acting as first point of contact for general enquiries including council property and associated enquiries from a range of stakeholders relating to elements of the Council’s Repairs & Maintenance Service. Providing a high-quality service through various access channels including face to face, online webchat and telephone to existing and potential customers. A key element of the role is receiving repair requests and enquiries and raising works orders ensuring accurate inputting of information.

Key result areas:
· [bookmark: _Hlk171513444]To deliver high quality customer service to our customers every time they contact us
· To achieve service level targets set
· Actively encourage the expansion of virtual customer interaction and self service
· To work in collaboration with other departments and partner services
· To ensure all requirements of GDPR, Freedom of Information Act and Health & Safety at Work Act are met

Main responsibilities
· To respond efficiently and effectively to requests for repairs, accurately diagnosing repair faults whilst liaising with a range of stakeholders to coordinate appointments and material supplies within an area, maximizing productivity while maintaining a high-quality service. Reschedule as necessary repair works, contacting the tenant to update and ensure future access
· Provide a front-line service to a range of stakeholders including for the Council’s Repairs & Maintenance Service, dealing with a broad range of enquiries and service requests.
· To provide an excellent level of customer service and deal with customers in a polite, sensitive manner
· To resolve, where possible, customers enquiries at the first point of contact ensuring that the highest levels of customer care are practiced including when dealing with customers who may be angry or distressed, complaints and service failure issues
· To promote self service payments providing customers with a range of payment options, including taking credit/debit card payments where other options not available and in accordance with AUDISS requirements take direct debit account details over the telephone
· To undertake general administration duties as and when required
· To help compile statistics and conduct and input survey information
· To liaise with stakeholders and external bodies as necessary
· [bookmark: _Hlk171512931]Contribute to the delivery of a quality, customer focused service to meet the demands of the customer ensuring satisfactory performance against KPI and customer satisfaction expectations
· To undertake any other duties appropriate to the title and grade of the post
· To attend seminars, training sessions and working groups as required


The above may change subject to consultation with the post holder.
This job description sets out the duties and responsibilities of the job at the time when it was drawn up. Such duties and responsibilities may vary from time to time without changing the general character of the duties or the level of responsibility entailed. Such variations are a common occurrence and cannot in themselves justify a reconsideration of the grading of the job.



[bookmark: _Hlk171513551]Person Specification
1. Experience/ Knowledge Essential
1.1 The ability of dealing effectively with public enquiries over the telephone, face to face or in writing giving advice and guidance
1.2 A minimum of 12 months experience of working in a demanding customer service environment
1.3 Working knowledge of landlord’s repairing, consultative and disrepair obligations including Right to Repair, Leaseholder and Disrepair regulations
1.4 Working knowledge of maintaining databases to record or amend information precisely
1.5 Proven ability of good verbal and written communication skills
1.6 Ability to negotiate, and follow customer’s request through to satisfactory solution  
1.7 Knowledge and understanding of the importance of equal opportunities
1.8 Experience of working collaboratively, building relationships with teams and organisations

Desirable 
1.9 An understanding of housing repairs & maintenance service
1.10Ability to understand relevant legislation and associated working procedures


2. Qualifications & Skills 

Essential 
2.1 Numerate and literate to levels indicated by four GCSE passes at grade C including Maths & English Language or equivalent qualification or experience which demonstrates this

3. Competencies/Skills 

3.1 Excellent IT skills including Microsoft Word and Excel
3.2 Good standard of verbal and written communication skills
3.3 Active listening skills, ability to communicate and negotiate clearly, explaining complex    ideas simply and clearly for the desired outcome
3.4 Able to deal with difficult situations
3.5 To be self-motivated with minimum supervision and work as part of a team	
3.6 Maintains confidentiality 

4. Personal Qualities and Attributes 
4.1.	Self-awareness
4.2.	Openness and honesty
4.3.	Highly professional approach to advise and guide others
4.4.	Calm ability to work under pressure
4.5.	Able to use own initiative being assertive and well organised
4.6.	Fairness and consistency, good listen skills
4.7.	Reliable and enthusiastic with a flexible and innovative approach 
4.8.	Ability to work affectively within a team

5. Behaviours (do not change)
5.1 Effective and open communication
5.2 Work together
5.3 Taking Personal Responsibility
5.4 Putting Great Yarmouth first 
5.5 Respecting others
5.6 Embracing change

6. Personal Circumstances 
5.1	A flexible approach to working hours and duties
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