Values and Behaviours

Job Description

Job Title:		Car Parks Ambassador	

Pay Grade:		W1
Directorate:	Place and Digital
Team:	Parking Services 	
Reporting to:	Car Parks Manager, Parking Services Manager

Responsible for:	N/A

Job Purpose:
To assist with the daily operation of Borough wide car parks and act as a customer interface dealing with all enquiries generated from using the Council’s parking systems. 

Serving to promote an environment and a culture which place customers first and maintaining the highest standards.

Main Tasks:
1. Resolve queries from the public and give assistance and advice as necessary with all matters concerning car parks and to act as an ambassador for the Council at all times. 
2. Interact positively and effectively with the general public through intercom, email, phone and on occasion via face-to-face contact.
3. Interact positively and effectively with all other agencies and stakeholders within the car park operation including emergency services, shopping centre staff and management as well as other colleagues within Woking Borough Council.
4. To ensure the service always strives to meet its purpose, continuously improving and adding value to the customer experience communicate positively, welcome change, respond well to being challenged and challenge processes and behaviours that are substandard in a positive manner.
5. To continually monitor the car parking equipment status remotely from within the Control Room and act upon any alarms and warnings as they appear.
6. Assist in the first line maintenance and consumables replenishment of the Council’s parking control equipment.
7. Action any outstanding administration tasks and data gathering/input processing into the control room computer systems and where directed, complete paper records
8. Support in the collection of performance data to demonstrate the effectiveness of Parking Services
9. Assist in the physical inspection of the Council’s car parks with regular patrols.
10. Identify and immediately report equipment failures and defects, and where trained, fix standard faults.
11. Identify and immediately report issues that may adversely affect health and safety or impact customer experience in the car parks, through the correct channels
12. Assist in maintaining the security of the car parks and immediately report any incidents.
13. Assist in traffic control within the car parks as required. 
14. Assist in the control and supervision of the lifts in the Council’s car parks. 
15. Ensure that computer, radio and other equipment is in working order at all times and immediately report defects. 
16. Monitor CCTV appropriately and report issues through the correct channels, escalating any emergency issue to senior management, as soon as conceivably possible, in accordance with UK GDPR and control room procedures. 
17. Assist with innovation and support with the development of parking services, utilising new technology and finding new ways of working to maximise efficiency and productivity.
18. Seek knowledge and understanding of all relevant legislation, statutory guidance and best practice within the parking industry, developing an informed approach to parking across the borough and possible future implications for the service.
19. Carry out any other duties as may be reasonably requested at a level appropriate to the post.

People Management: N/A
Service Management: N/A
Financial Responsibility: N/A

Other Responsibilities:
· To undertake other duties which may arise or be delegated from time to time, commensurate with the level and requirements of the post. This may include, but is not limited to, supporting the general upkeep and presentation of the car parks and surrounding areas, such as returning shopping trolleys to their designated bays, carrying out basic building maintenance tasks including painting, and undertaking occasional litter picking where required. 

Person Specification

	 Criteria
	 Standard
	E/D
	Measure

	Education & training
	· Good general level of education 
· Customer care training
· Communication training
· SIA CCTV licence 
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	Experience
	· Experience working in a customer-orientated environment
· Experience of working in a car park setting
· Experience of working in a CCTV/ control room environment 
· Experience of computer terminals/equipment and Microsoft Excel, Word and Outlook 
· Ability to interpret data and make insightful conclusions 
· Excellent written and oral communication skills  
· Able to converse at ease with customers and provide advice in accurate spoken English 
· Confidentiality and data protection awareness
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	Special Requirements
	· The ability to work effectively as part of a team, as well as independently
· Positive attitude to public service
· Ability to seek out pragmatic solutions to common workplace problems
· Positive attitude to public service
· Commitment to delivering high-quality service  
· Self-motivated and enthusiastic with the ability to work on own initiative and with minimum supervision.
· Willingness to take on new tasks and challenges
· Desire to complete tasks to a high standard and to full completion 
· Desire to learn and continuously develop
· Adaptable to change
· Ability to take responsibility
· Team player
· Flexible and reliable
· Honesty and integrity
· Professionalism and empathy
· Ability to deal with conflict situations and remain calm and polite at all times in challenging situations
· [bookmark: _Hlk180567561]Responds well to being challenged, and confident challenge others in a positive way.
· Willing to work inside and out in all weathers 
· Must work to a rota system
· Full UK driving licence
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Key:
E = Essential, D = Desirable, 
A = Application Form, I = Interview, P = Presentation 


Candidate Screening

	Does Rehabilitation of Offenders Act 1974 apply?

	No

	Disclosure and Barring Service check required and level

	No

	Is this a Politically Restricted Post?

	No

	Does this role have emergency responsibilities?

	No
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This role requires the postholder to obtain Surrey and Sussex Police vetting clearance in order to carry out the full duties of the post, including any duties involving access to CCTV, control room systems, sensitive information, or operational environments. Where the postholder does not already hold the required clearance, the Council will submit the relevant vetting clearance application on their behalf. Where the required vetting clearance is not obtained, or is refused by the Police, the employee may be unable to fulfil the requirements of the role and may not successfully complete their probationary period. 


	
	[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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