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Dear Applicant

Thank you for your interest in the above post.  Please find enclosed in this application pack the following documents:

· Job Description

· Person Specification

· Structure Chart

· Service Overview
Application Form:

The application form plays a key part in our selection process. We use the information you provide to shortlist for interview. 

You are urged to ensure that all the information contained in your application is relevant and that you demonstrate how you meet the criteria on the person specification. Please use the person specification for guidance when filling in the application form.

Relocation 

A Relocation package is available for expenses up to £8,000 subject to terms and conditions of Ipswich Borough Councils Policy

If you have any recruitment queries, please do not hesitate to contact us on 01473 433402.  Please leave your name, number and brief details of your question and a member of the recruitment team will call you back.
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Ipswich Borough Council

Job Description: M20
Customer Services Advisor Level 1
Main Purpose of Job
To provide a first class customer service for the Council either face to face in the Customer Services Centre or by phone and email in the Customer Contact Centre.
Main Duties
1. Provide customers with prompt, effective and courteous front line services, which meets or exceeds the customer care and service quality standards agreed for the service, paying particular attention to the needs of minority and special needs groups.

2. Deliver information and transactions across one primary service and supporting Corporate Switchboard and Elections enquires.
3. Be competent in using and updating the CRM system, internet, intranet and other computer systems to access information in order to respond accurately to simple and complex customer enquiries.
Ensure that the customer is provided with information about any further follow up action that will be taken and case contact details. Advise customers of appropriate supplementary and/or additional services or information as relevant.

4. Contribute to the development Customer Services, through identification of service improvements, participation in team meetings, PDRs, ongoing training and personal development. 
5. To assist and promote channel migration, use of internet, email and other automated service delivery to our customers.
Such variations as may be required from time to time without changing the general character of the duties shown above or the level of responsibility entailed.
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	Customer Services Advisor Level 1
Person Specification

	

	ATTRIBUTES
	ESSENTIAL
	DESIRABLE
	METHOD OF ASSESSMENT

	Knowledge / Qualifications
	5 GCSEs or NVQ Level 2 in Customer Care or 2 years’ experience in a customer service related role

Knowledge of MS Outlook, the Internet or similar software
	
	Application / Interview

Application / Interview / Test

	Work related experience, skills and competencies
	Experience working in a customer-facing environment.

Able to demonstrate good computer /keyboard skills with the ability to find research and extract information.

Proven experience in research and problem solving
	Knowledge of the provision of Local Government Services
	Application / Interview
Application / Interview / Test

Application / Interview / Test
Interview / Test


	Personal skills
	Good level of communication skills both written and verbal

Confident approachable manner with the ability to communicate with a range of people.

Able to deal effectively with difficult/emotional customers in potentially stressful situations and with sensitive and confidential information
	
	Application / Interview / Test

Application / Interview / Test

Application / Interview / Test



	Special working conditions
	Required to adopt the dress code within the service.
A flexible approach working within a rota system to cover the services’ operational hours 
	
	Interview
Interview
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Ipswich Borough Council

Customer Services

The customer services team manage Grafton House reception, switchboard, telephone call handling, emails, online services for internal and external customers and visitors to the customer services centre.

The team handle a range of enquires across a number of services:-

· Housing (Tenancy Services, Housing Advice, Choice Based Lettings)

· Housing Repairs

· Environmental Health

· Waste

· Council Tax

· Housing Benefits

· Switchboard

· Elections

The Team of Customer Services Advisors are multi skilled across services and can deal with Council Tax enquiries and then report a missed bin or a request for a bulky waste collection.  The team work a number of operational shifts and work patterns to match the call and visit profiles which can change throughout the year (annual billing period for example).

Using the latest Customer Relationship Management System (CRM) to log all customer enquiries, the team of Customer Services Advisors handle over 1,000 calls and 100+ visits to the Customer Services Centre per day.  The team also manage the council main email address, responding and resolving enquires through this route as well as now corporately directly customers to use online services. Within the team there are managers for the operation element and also a performance team assisting with performance data and also building all the online services through the CRM system.  The target for the whole team is to resolve enquires at the first point of contact to reduce repeat calls or visits and to provide excellent customer care enabling customers to deal with enquiries by self-serving.

· Customer Contact Centre and Switchboard - 8.30am to 5.00pm Monday to Friday.

· Customer Services Centre - 8.30am to 5.00pm Monday to Friday.

· Grafton House Reception - 8.30am to 5.00pm Monday to Friday.
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