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LINKED GRADE DESCRIPTOR

Values and Behaviours

Job Description

Job Title:		Customer Service Officer		

Pay Grade:		W1 – W3 	

Directorate:		Finance and Resources	

Team:			Resident Experience 	

Reporting to:	Customer Services Manager 	

Responsible for: 	N/A

Job Purpose:
Woking Borough Council believes that our customers & community are the focus of what we do.  Our Customer Services Officers provide a single point of contact for visitors or telephone callers to the Civic Office.  They provide information and answers to a variety of enquiries covering the whole range of Council services including Rents, Refuse Collection, Housing, Benefits, Parking, Council Tax, Planning and Land Charges in line with the Council's Customer Care Policy.

Customer Services Officers will actively support the channel shift and digital transformation of services for front line customers, systems and processes. Ensuring promotion of self service for those that are able and support for those who are unable.

This is a generic post and applicants will be required to cover all of the following areas as and when required in order to meet the needs of the service; Reception Desk, Enquiries Counters, Telephone Contact Centre and the Comments Box and Indexing functions. All of these areas require some processing work to be undertaken in order to see customer requests through to their conclusion.

Some officers will also be required to undertake Cash Management and/or Land Charges training & duties to ensure these business-critical tasks are completed daily. 

Main Tasks:
1. Provision of a first-class service to our customers on the whole range of Council services and functions with an emphasis on carrying 80% of enquiries through to a successful conclusion at the first point of contact. In order to meet customer demands and achieve our aims of first point of contact resolution the section uses a wide range of IT systems and excellent ICT skills are required. The post involves frontline face to face and telephone contact and the successful applicant will be expected to maintain a high level of customer care at all times.
2. Details of the areas where duties will be undertaken are given below:
· Telephone Contact Centre and Enquiries Desk
· Deal with 80% of all enquiries from customers on the whole range of Council services.
· Provide information and an answer using the Council’s computerised systems.
· Maintain an up-to-date record of all contacts with the Council using a CRM system to ensure that a single view of the customer and their contacts with the Council is available to all staff. 
· Accept and process telephone card payments for a wide range of Council services.
3. Reception Desk 
Deliver a front of house reception service with an emphasis on creating an efficient, caring and responsive service. Meet and greet all visitors to the Civic Offices, provide information and advice on a wide range of subjects, whether relating to the services provided by the Council or of a more general nature.
4. Comments & Indexing 
Respond to all enquiries received (whether by Email or E-form) and forward to relevant department as required. Alternatively, signpost customer to correct external resource and provide contact information if known. Index customer onto CRM database for recording of contact details.
5. Online Services 
Assist customers to self-serve for all council services available on our website. For example, bidding for a property, linking CTax or BRates accounts, as well as looking up planning applications etc. This will include access issues such as activation & password difficulties, accounts that may be revoked or username queries.
6. Cash Management Provide a secure and efficient income collection and processing service via a computerised cash receipting and income reconciliation system. Prepare daily banking and reconcile all income including that received from other Council sites situated around the Borough to the Council’s bank accounts in accordance with Financial Regulations.
7. To include the following essential daily tasks: Importing daily bank files, process exceptions, work through and key bank statement entries through the Pay360 system. Also, to process cheques, deal with complex queries into the cash management inbox and print off remittances.
8. Land Charges
· Accept search requests, compile replies from relevant departments and return results to applicants.  
· Daily tasks include sending of search request maps to Surrey CC for completion of Highways related questions and registering new charges/deletion of old charges as requested. Also, returning searches to applicants once all information has been provided and managing queries in the inbox.
· Weekly/Monthly tasks include reconciling fees from NLIS and TM Group to ensure correct receipt of income for associate searches and checking of monthly Surrey CC fees.
· Generate Reports on TLC and send search type outcomes to HMLR as requested.
9. Council Tax
Answer incoming Council Tax & Business Rates calls and some in person queries with the aim of maximizing processing of Council Tax work at the first point of contact and only passing more complex billing    and recovery from summons stage onwards to the Council tax team. The post holder is required to attend in office Council tax training to achieve the levels of competency required as listed below in 3 stages: 
· Direct Debits, Refunds, Arrangements, Pins, Copy Bill.
· Basic Discounts (i.e., SPD), Exemptions (i.e., EUU, Students)
· Basic Account Changes (i.e., Spelling Corrections, Single to married name change)
· Updating account on receipt of Enquiry form
· Moves
 
People Management: N/A
Service Management: N/A
Financial Responsibility: N/A

Other Responsibilities:
· To undertake other duties which may arise or as may be delegated from time to time, commensurate with the skills required for this post.



Person Specification
 
	 Criteria
	 Standard
	E/D
	Measure

	Education & training
	· Good general standard of education to GCSE level. 
· Must be literate and numerate 
· Customer Care Training 
· Communication Training
	E

E
D
D
	A

A
A
A

	Experience
	· Must have worked in a similar customer orientated environment. 
· Knowledge of Local Government functions and services. 
· Experience of service delivery at single point of contact environment. 
· Excellent communication & computer skills. 
· Admin of financial accounts 
· Languages
	E

D

D

E
D
D
	A/I

A/I

A/I

A/I
A/I
A

	Special Requirements
	· Candidates must have a flexible approach with regard to duties undertaken as the posts involve regular rotation of duties.
	E
	I



Key:
E = Essential, D = Desirable, 
A = Application Form, I = Interview, P = Presentation

Candidate Screening

	Does Rehabilitation of Offenders Act 1974 apply?

	Yes 

	Disclosure and Barring Service check required and level

	Yes
Basic


	Is this a Politically Restricted Post?

	No

	Does this role have emergency responsibilities?

	No
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	LINKED GRADE DESCRIPTOR

	Job Title
	Team + Pay Grade
	Duties/ responsibilities with reference to values and behaviours
	Probable Qualifications
	Indicative Experience

	Customer Services Officer
	W1
	Required to cover all of the following areas as required; Reception Desk, Enquiries Counters, Telephone Contact Centre, Cash Management. All of these areas require some processing work to be undertaken in addition to the frontline customer contact in order to see customer requests through to their conclusion. To deal with customers in accordance with the Council’s Customer Care Policy.

New Starters with less than 1 year’s customer service experience in a similar environment.

To attend the Council Offices for training including to  shadow more experienced staff and gain experience and knowledge of the role including Council Tax processes.
	Good general level of education preferably including GCSE or equivalent in Maths and English.
	Able to use windows ICT applications 

Able to demonstrate the necessary skills to be able to deal with Customers.

	Customer Services Officer
	W2
	Competent in 3 of the following:-

Contact Centre/reception 

Planning and Land Charges 

Cash Management

Council Tax processing

	Good general level of education preferably including GCSE or equivalent in Maths and English.
	As above. 

Knowledge of Local Government functions and services. 

Experience of service delivery at single point of contact environment.

	Customer Services Officer
	W3
	As above and able to deal with complex Council Tax process and/or lead on Cash Management duties. 
Seen as a mentor/trainer for more junior staff

	Good general level of education preferably including GCSE or equivalent in Maths and English.  

NVQ Level 3 in Customer Service.
	As above. 




	[bookmark: _Hlk221118842]Teamwork
Working together across teams, partner organisations and communities to achieve shared goals.
	Honesty
Acting honestly and openly in all communications and decisions.
	Respect
Valuing diversity, treating everyone with dignity, and ensuring fairness.
	Innovation
Encouraging new ideas, continuous improvement, and embracing change with strength, flexibility, and a recognition that being better doesn’t have to cost money.
	Value-Led
Public Service is at our core; putting the needs of residents at the heart of decisions, focusing on meaningful outcomes and striving for excellence.
	Empowerment
Supporting staff to take initiative and influence their work, maintaining high standards of conduct, competence, and ethics.

	
Listen to each other, share knowledge and expertise to achieve our goals. 

Take responsibility and work proactively. 

Work collaboratively, building productive relationships, finding common ground and helping each other to achieve shared outcomes. 

Be united across teams, as a single organisation, without silos, to meet our residents’ needs.


	
Be transparent in our decision-making, proactively sharing explanations and building trust between the Council and residents/customers. 

Communicate openly, showing respect and understanding. 

Exchange reflections and constructive suggestions to improve the way we work, without blame or judgement. 

Be authentic and our actions match our words: we say what we mean, and we do what we say we will do.
	
Value new and different ideas and listen actively to all points of view, even if we disagree. 

Treat everyone (residents, customers, partners and staff) fairly and create an inclusive environment where everyone feels respected and are accountable. 

Embrace diversity, appreciating its benefits and getting the most out of its opportunities, so everyone feels valued and included. 

Take time to recognise, acknowledge and appreciate each other and celebrate successes, so we know our voices are heard and our actions are valued.
	
Challenge the status quo, embracing change and adapting to meet future demands. 

Continuously learn and develop, using data and experience, and listening to residents and customers, to recognise what’s working well and what we can do differently.

Maximise opportunities to improve; building on our existing skills, processes, infrastructure, technology and tools to be the best we can be. 

Encourage and welcome new ideas, discovering new ways of doing things, finding creative solutions to problems and turning uncertainty into opportunities.
	
Always keep our residents and customers in mind and are committed to delivering the best we can, while spending public money wisely.

Hold ourselves to high standards, acting as a role model. 

Live by our values and are focused on outcomes.

Prioritise wellbeing, leading with compassion and empathy.
	
Serve our residents and customers proactively and decisively, confident in our authority, autonomy and areas of expertise, and making courageous decisions. 

Support residents and customers to be as independent as possible, promoting self-service for those who want it, so we can provide greater support to those who need it.

Trust each other, and challenge unprofessional behaviour.

Actively create the environment and opportunities for learning and skills development, and each of us takes responsibility for making the most of them.
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