MIDLOTHIAN COUNCIL

Job SUMMARY


	JOB TITLE:  CUSTOMER SERVICE ADVISER
	POST NO(S): 

	JOB PROFILE: AS3 – GRADE 4

	SECTION/UNIT: CUSTOMER SERVICE

	DIVISION:  PLACE

	REPORTING TO: CUSTOMER SERIVCE TEAM LEADER/LEAD REGISTRAR

	REPONSIBLE FOR:  NONE

	JOB PURPOSE:
The jobholder proactively responds to customer contact across a range of communication channels

 and interaction points and provides resolution at first point of contact. The jobholder provides an 

excellent customer experience by engaging with customers and ensuring the services they access 

best meet their need. The jobholder performs duties in relation to a range of transactions and

 services, including statutory functions, and promotes and facilitates the customer service ethos 

and end to end customer journey. 

To effectively respond to customer need the service operates a shift pattern. 



	KEY OBJECTIVES
 Customer contact duties 
• Provide a warm, friendly and professional first impression in responding to high volumes of customer

 contact received by telephone, online, or face to face. Seek to provide resolution at first point of 

contact by taking ownership, appropriate action, and ensuring follow-up actions are carried out. 

• Proactively engage with customers in a face to face environment, whether that is in a customer 

service centre, customer hub, or customer service area; providing advice and information to ensure 

customers are accessing the services that best meet their need, and promoting the services of the 

council. 

• Communicate and liaise effectively with other council services, external contractors, health providers,

 Scottish Government departments, National Registrars of Scotland, civil ceremony celebrants, and 

members of the public to respond. 

• Manage customer emotions by being responsive and supportive to the situation. 

• Access specialised systems to extract information in order to inform responses and ensure 

all information obtained is recorded accurately and timely. 

• Take card and cash payment and be responsible for the daily banking for cash transactions. 

• Use procedures and guidelines to ensure effective action and decision making and maintain an 

excellent working knowledge of council services and related systems. 

• Administer services on behalf of other government agencies or departments such as the 

‘Tell Us Once’ notification service. 

• Maintain confidentiality regarding security of information and keep up to date with changes in

 legislation/guidance relevant to the post including data protection and freedom of information. 

Ceremonial duties 
• Carry out all administrative duties in relation to the statutory registration function, for example births,

 stillbirths, deaths, marriages and civil partnerships ensuring all registrations are correctly recorded

 and maintained as statutory records. 

• Confidently speak in public and demonstrate a high level of professionalism in conducting citizenship

 ceremonies and other civil ceremonies within the Midlothian Registration District. 

• Check the legality and propriety of unusual requests for embellishments at ceremonies. 

Service Delivery duties 
• Implement best practice at all times and ensure continuous improvement of service delivery. 

• Respond positively to the introduction of new ways of working and contribute to service improvement

 by recognising changes in customer demand and identifying opportunities for an improved customer

 experience. 

• Be responsible for individual working environment and undertake keyholder responsibilities,

 where required, to open and close customer service area premises. 

• Undertake any other duties as appropriate to the post, or as identified by the customer service 

management team. 



	KNOWLEDGE

Essential
KNOWLEDGE 
The jobholder must have a minimum of 3 standard grade passes, including English and Mathematics and a vocational qualification SVQ, or relevant experience in a customer service role demonstrating a high standard of accuracy and communication skills. 

A relevant customer service qualification e.g. CCA Certificate or Diploma or CSP Award level, or a Registrar General’s Certificate of Proficiency in the Law and Practice of Registration in Scotland is desirable; however the Council will invest and support the jobholder in gaining a qualification. 

The jobholder is required to undertake in-house training that meets the requirements of Customer Service Professional (CSP) standards and Midlothian’s competencies in order to carry out the role.
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