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Role Profile


	Role Details


	Job Title:
	Emergency Response Centre Agent

	Service:
	Customer Services


	Directorate:
	Education, People & Business
	Reporting to:
	Customer Service Coordinator

	Grade:
	Grade 5 

	Hours:
	Average 35 hours per week

	Work Location:
	Broomhill Depot, Kilsyth Road, Kirkintilloch


Role Purpose 
As a frontline representative of the Council, champion the Council’s core principle of fair and equitable services for all by: 
· Delivering an effective and efficient call handling response service for customers of the Community Alarm Service and for all emergency contact made to the Council 
· Providing the appropriate response to incidents captured on public space CCTV in line with agreed service standards
· Contributing to the achievement of Emergency Response Centre and wider Customer Service Team objectives and standards by supporting teamwork and flexibility, contributing to the overall success of the Council.

· Working towards the continuous improvement of service delivery and performance of the Emergency Response Centre Team   

Role Accountabilities & Key Activities 
Emergency Response Centre Operations
· Respond to requests for assistance ensuring prompt and appropriate action is taken at all times 
· Provide day to day support to the wider customer service operations team as required ensuring customer enquiries are handled in line with agreed service standards 
· Ensure prompt and appropriate action is taken when incidents are witnessed while monitoring CCTV and attend court if required in order to contribute to safer communities 
· Operate CCTV, Community Alarm and Emergency Response Centre equipment appropriately in order to ensure compliance with all relevant legislation and service standards   
· Maintain operational contact with Police, Emergency Services and other key partners to ensure the successful delivery of service to customers

· Ensure records are accurately maintained in order to facilitate service delivery, performance management and reporting.
Customer Service Delivery

· Communicate with key stakeholders in identifying and taking action to meet the needs of different customer groups. 

· Deliver a high quality service and continually improving customer journey by focusing on the individual needs and concerns of the customer

· Ensure accurate customer and service records are kept in line with relevant legislation, including General Data 

Protection Regulations and service specific standards
· Contribute to continuous improvement of the service by positively responding to feedback

· Deliver key messages in support of ongoing priority campaigns/issues/incidents 

· Manage customer expectations by responding and prioritising customer requests, taking account of other work demands.
· Support a customer focused culture in service delivery and improvement to enhance the performance of the organisation. 
Team Working & Relationships
· Support good working relationships by offering advice, encouragement and assistance to enhance overall team performance.

· Communicate within the Emergency Response Centre team by being open and approachable and developing working relationships with fellow team members.
· Work to achieve team objectives by developing strong working relationships with stakeholders. 
Corporate Responsibility

· Adopt Champion Roles as allocated in line with Council Corporate Objectives.  

Best Value 

· Contribute to the performance of Emergency Response Centre team by achieving team objectives and priorities. 
Best Practice
· Share best practice with team members to improve Customer Service team performance. 
· Demonstrate personal commitment to tasks and objectives routinely delivering a first class service to all customers.
· Work with pride and commitment to achieve high personal and professional standards delivering individual, team and organisational goals in line with corporate objectives.
Context 
	Location:

	Emergency Response Centre, Broomhill Depot, Kilsyth Road, Kirkintilloch


	Mobility:


	As per the contractual terms:

· You may however be required to work in other locations within the Council, either in a temporary or permanent basis, where the Council has a requirement for your service.



	Terms & Conditions Applicable to the Role:


	LGE 
	(

	
	Craft 
	

	
	LNCT (McCrone)
	

	Role Status:


	Permanent 
	

	
	Temporary
	(

	
	Casual 
	

	
	Sessional 
	

	Working Hours:


	35 hours
	(

	
	37 hours 
	

	
	Other  (please specify)
	

	Work Pattern:
	
	Mon
	Tues
	Wed
	Thurs
	Fri
	Sat
	Sun

	
	Start Time
	
	
	
	
	
	
	

	
	Finish Time
	
	
	
	
	
	
	

	
	Unpaid Break 
	
	
	
	
	
	
	

	
	Total Daily Hours 
	
	
	
	
	
	
	

	
	Non-fixed work pattern (e.g. annualised hours)

(please describe)
	

	Shift Pattern:


	
	Mon
	Tues
	Wed
	Thurs
	Fri
	Sat
	Sun

	
	Week 1
	early
(7.30-15.15)


	early
(7.30-15.15)


	early
(7.30-15.15)


	early
(7.30-15.15)


	off
	off
	night
(22.00-07.45)

	
	Week 2


	night

(22.00-07.45)
	night

(22.00-07.45)


	night

(22.00-07.45)


	off


	off


	off


	late

(15.00-22.15)

	
	Week 3


	late

(15.00-22.15)
	late

(15.00-22.15)


	late

(15.00-22.15)


	off


	off


	early

(7.30-15.15)


	early

(7.30-15.15)



	
	Week 4


	early

(7.30-15.15)


	early

(7.30-15.15)


	off


	off


	night

(22.00-07.45)


	night

(22.00-07.45)


	night

(22.00-07.45)

	
	Week 5 
	night

(22.00-07.45)
	off
	off
	off
	late

(15.00-22.15)
	late

(15.00-22.15)


	late

(15.00-22.15)



	
	Other relevant information:
	19 day repeating pattern with 95hours worked

early shift – 07.30 – 15.15

late shift – 15.00 - 22.15

night shift – 22.00 – 07.45

	52 Weeks/Term-Time


	52 Weeks 
	(

	
	Term time 39 Weeks 
	

	
	Term time 40 Weeks
	

	
	Term time (other) 

(please specify number of weeks)
	

	Requirement to work out with normal work/shift pattern:
	Yes 
	(

	
	If ‘yes’ please give details 
	May be called to respond to staff shortages, therefore must have a flexible approach to 24/7 service delivery working

	
	No
	(

	Is this role suitable for Job Share:
	Yes 
	(

	
	No
	

	
	If ‘no’ please give details
	

	Contractual Overtime Requirements: 


	Not Applicable 
	(

	
	Yes

Please Specify no of Hours (per week)
	

	Stand-By Rota:


	Yes 
	

	
	If Yes, describe frequency
	

	
	No        
	(

	Externally Funded:


	Yes    
	

	
	If Yes, specify the funding stream
	

	
	If Yes, specify length of funding 
	

	
	No 
	(

	Disclosure:


	Level 2
	(

	Criminal Convictions:


	

	Proper Officer:


	No

	Politically Restricted:


	No


Key Relationships 
· As a member of the Emergency Response Centre team, the role has accountability for the contribution to Customer Services Team objectives.

· The role will work with team members to share best practice and achieve team priorities.

· On a day-to-day basis, the job holder will be required to use initiative to progress day-to-day activities. More complex issues will be referred to the Customer Service Coordinator
· The role interacts with customers 

· customers with complex physical and emotional needs

· elected members, members of the public and external agencies

· Given the nature of the role, key relationships will include:

· Frequent contact with Managers and employees

· Frequent contact with Hourcare mobile response team

· Frequent contact with EDC Night Noise Team

· Frequent contact with EDC contractors

· Frequent contact with emergency services such as Police

Personal Specification 
	Personal Specification
	Essential 
	Desirable 


	KNOWLEDGE
	· Sound knowledge of role accountability areas 

· Knowledge of the services delivered by a Local Authority

	· Knowledge of general data protection regulations in relation to data handling and security

	SKILLS
	· Ability to remain calm and professional when dealing with emergency situations  
· Accuracy and good attention to detail
· Ability to deal with demanding customers 
· IT literate – ability to use PC based packages.
· Excellent organisation and co-ordination skills. 
· Good written and oral communication skills 
· Ability to tailor communication to fully meet the needs of customers 
· Good interpersonal & motivational skills

· Time management skills

· Ability to work to tight deadlines

· Able to work on own initiative


	· Understanding of telephony systems
· Understanding of  Community Alarm call handling systems and  CRM system 

	EXPERIENCE


	· Demonstrable experience across all role activities 

	· Experience of providing customer focused frontline services


	EDUCATION/

TRAINING


	▪       National 4/5 education or equivalent

· Good basic numeracy and literacy


	· A relevant customer service qualification
· CCTV training

	PERSONAL QUALITIES
	· Self-Motivated

· Can-do attitude 

· Approachable - Customer focused

· Team player

· Ability to work on own initiative.

· Ability to work under pressure to deliver results

· Ability to work with minimum supervision

· Inclusive and respectful
	

	DRIVING LICENCE 
	N/A
	N/A
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