


JOB DESCRIPTION 
	Job title:
Service:
	Business and Customer Support Advisor
      People Services

	Responsible to:
	Business and Customer Support Co-ordinator

	Responsible for:
	      Business and Customer Support Assistants

	Grade:
	LG6


Job Purpose
As a Business and Customer Support Advisor you will contribute to the delivery of a comprehensive service. You will follow a range of complex procedures and instructions, using initiative to make decisions. You will appraise situations to solve varied problems and develop solutions. Developing others, through line management or otherwise, is part of this role. The expectations of this role are that you will work across the service area to provide the following:
Customer Experience
· Support customers and colleagues to resolve complex queries and make any relevant decisions;
· Ensure customers receive the information and service they need when they need it wherever possible;
· Support and influence others to consider different ways of working to improve the experience of our customers;
Document & Information Management
· Enter and process data, which could include sensitive information, into a variety of systems to ensure services have appropriate records in place and customers receive the service they require;
· Check, audit and promote good practice around information management;
· Ensure the data we handle is managed, stored, accessed and used appropriately;
Financial Processes
· Initiate and generate invoices for charges for services to customers, process payments and support the recovery of outstanding funds;
· Record, manage and reconcile financial records and documentation. This may include a caseload of individual budgets;


New Ways of Working
· Review and design processes and procedures to ensure that we are working as efficiently as possible;
· Implement and maintain the review of processes and procedures;
· Represent the voice of the customer in change work;
· Identify and implement more efficient ways of working with a customer focus;
Business Insights
· Collate, check and organise data from a range of sources to inform business decisions;
· Provide data and reports to inform business decisions;
· Interrogate report data to gain a better understanding of what the data is telling us;
· Provide a perspective that identifies dependencies when considering development opportunities;
Project Support
· Support project planning and co-ordination;
· Assist in managing tasks and projects, including contributing to the continuous improvement of processes and procedures;
· Co-ordinate project documentation and communication;
· Investigate the impact of change;

Staff Management
· Supervise a group of people, ensuring they are supported to deliver our objectives. This includes compliance with people management policies and procedures.
This job description is indicative of the nature and level of responsibilities associated with this job.  It is not exhaustive. Task focus will vary depending on organisation need. The post holder may be required to undertake any other similar duties and responsibilities as may be allocated.  
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