MORAY COUNCIL

JOB DESCRIPTION


	(1)	JOB IDENTITY

	POST TITLE:	Business Support Officer       DEPARTMENT: Customer Services
SECTION:	Customer Services	LOCATION: Council Offices, HQ Elgin
REPORT TO: Business Support Team Leader
GRADE:	6	POST NO:	



	(2)	JOB PURPOSE AND WAY OF WORKING

	To assist the Business Support Team Leader in the development and maintenance of the corporate Customer Relationship Management system (CRM), integrated telephony platform and other associated systems, including system testing. 

To take part in service engagement, business process design, digital service development, customer journey improvement, data analytics and transformation support across Council Services.

To develop and maintain a range of bespoke reports and dashboards, ensuring services have access to appropriate insight, performance information and business intelligence.

Reports to the Business Support Team Leader.




	(3)	MAJOR TASKS

	3.1 Assist in the development and maintenance of all Customer systems used by Customer Services and the Records Management System
3.2 Particpate in service engagement, driving process improvement and digital transformation initiatives
3.3 Apply service design and continuous improvement methodologies to identify and deliver CRM and user experience improvements for services supported by the Netcall platform
3.4 Provide non-technical training to system users
3.5 Provide first line support to system users
3.6 Production of statistical information, data insight and evidence-based decision making
3.7 System testing
3.8 Provide excellent customer service



	(4)	REPORTING RELATIONSHIPS	This job is indicated by *

	 (
Service Manager: Customer Service & Experience
)

 (
Business Support Team Leader
)
		
 (
*
Business Support Officer
)











SIGNATURES AND ADMINISTRATION ONLY

	Author’s Signature:

Postholder’s Name:

Supervisor’s Name:
	Validator’s Signature:

Signature:

Signature:
	Date:

Date:

Date:




JOB DESCRIPTION Cont/d ...
	(5)	DUTIES TYPICALLY INCLUDE:

	
5.1	Assist in the development and maintenance of all Customer Systems used by Customer Services and the Record Management System

5.1.1	Contribute to an ongoing review of ways of working and raise issues for 	improvement or development
5.1.2 Develop operational processes and procedures to support the system
5.1.3 Participate in service engagement, driving process improvement and digital transformation initiatives
5.1.4 Apply Service design and continuous improvement methodologies to identify and deliver CRM and user experience improvements for services supported by the Netcall platform
5.1.3	Develop administrative procedures to collect and manage customer information
5 5.1.4	Ensure supporting documentation is accurate and up to date
6 5.1.5	Develop and maintain document and workflow processes  as authorised by the 	Business Support Team Leader
7 5.1.6	Maintain support information and knowledge base
8 
5.2 	Provide non-technical training to system users

5.2.1 Deliver training on the operation of the systems to new system users
5.2.2 Ensure system training materials are relevant and amend accordingly
5.2.3 Develop and update training guides for distribution when there is a change or new service to be delivered

5.3 	Provide first line support to system users

5.3.1 Deal with non-technical queries about the use of the systems
5.3.2 Diagnose problems raised by system users 
5.3.3 Assist in the prioritisation of system enhancement requests
5.3.4 Escalate technical queries to the IT Helpdesk

5.4	Production of statistical information

5.4.1	Generate system reports and collate information in report format
5.4.2	Respond to both regular and ad hoc requests for statistical reports
5.4.3 Produce statistics to form the basis of committee reports

5.5 	System testing

5.5.1	Involvement with system testing when there are amendments or additions to the 	service provided

5.6 	Provide excellent customer service
5.6.1 Provide back up to service staff as required.


The above is intended to provide a clear but concise statement of the present MAJOR TASKS and ACTIVITIES of the job.  It is not an exhaustive list of all its detailed duties.




                                     THE MORAY COUNCIL
PERSON SPECIFICATION

Post:					Business Support Officer		

Department:				Customer Services			

Date Specification Completed: 	24th October 2025		
	
Note:  Any disabled applicant who meets the essential criteria for the post is guaranteed an interview.

	ATTRIBUTES
	ESSENTIAL
The minimum acceptable levels for safe and effective job performance
	DESIRABLE
The attributes of the ideal
 candidate

	(1) Experience

	Extensive experience in an administrative role

Experience in busy customer service environment and an understanding of customer service provision
Experience of process reviews and process mapping 
Experience of service engagement and improvement facilitation. 


	Experience of working for a Local Authority

change.

	(2) Education & qualifications*

	4 SQA Standard grades or equivalent at level 3 or above including Mathematics and English
	ECDL

	(3) Skills/abilities (general)

	High level of accuracy in work

Experience of working as part of a successful team

Proven ability at problem solving
Proven ability in use of Microsoft 365 platform
	

	(4) Skills/abilities specific to post*

	Good understanding of how to build, develop and maintain CRM platforms, telephony and digital technologies 

Ability to analyse complex information, comprising reports and record keeping to identify possible service improvements

Understanding of the importance of maintaining confidentiality

Experienced in leading and delivering business improvement

Conversant in ROI and benefits realisation practices; able to illustrate understanding of its role in business improvement.
	Knowledge of Netcall and other Customer Service systems
Experience in utilising Sharepoint 365 platform including Sharepoint Lists and Power BI to deliver business efficiency improvements.

Knowledge of Engage modeller tool

Experienced in utilising improvement methodologies including Lean, Six Sigma, Kaizen and Service Design to deliver business improvement

Experience in capturing and reporting reliable data in order to accurately evidence impact of change / benefits of business improvement activity.

	(5) Inter-personal & social skills

	Strong communication skills, both written and verbal
Ability to deal with people in an understanding and professional manner
	

	(6) Working environment & physical demands

	Ability to work in an open plan office
Ability to be flexible to be able to meet the needs and demands of the service
	



*  Candidates will be required to show these documents if invited for interview.

Satisfactory Disclosure Scotland check required?						YES/NO
Membership of Protecting Vulnerable Groups Scheme (Working with Children)		YES/NO
Membership of Protecting Vulnerable Groups Scheme  (Working with Vulnerable Adults)	YES/NO
Satisfactory pre-employment medical screening required?					YES/NO

