ANGUS COUNCIL
PERSON SPECIFICATION

JOB TITLE: Business and Customer Support Advisor		DATE AGREED:  December 2024

	CRITERIA
	ESSENTIAL/DESIRABLE
	METHOD OF ASSESSMENT

	Qualifications and Training
	
	

Application Form and Documentation

	
1. A relevant qualification in English, Business Administration or Customer Service or a minimum of 2 years of relevant experience
2. Willingness to undertake all mandatory training relevant to tasks within role

	
E


E
	

	Knowledge, Skills and Experience
	
	

	
1. Strong interpersonal skills with the ability to provide good customer service across various communication channels (phone, face-to-face, online) and deal with complex queries
2. Ability to communicate clearly and concisely, both verbally and in writing
3. Experience in handling financial records, invoicing, and payment processing
4. Ensuring high levels of accuracy in all tasks, especially data entry and financial records management
5. Experience in process improvement and implementing new ways of working
6. Use initiative and creativity to resolve issues and improve processes
7. Knowledge and experience in project support, including planning and coordination
8. Able to gather data and compile comprehensive reports that detail findings and recommendations
9. Excellent digital skills with confidence in using a range of existing and new technology relevant to the role
10. Skilled in handling multiple responsibilities simultaneously without compromising on quality
11. Dependent on the specific role for Business & Customer Support Advisor there must be basic knowledge, understanding or commitment to learn and develop in one of the following:

I. Supervise and support a team, ensuring they are equipped to deliver our objectives effectively
OR
II. Previous experience in a customer service role and knowledge of techniques for managing complex customer inquiries and resolving complaints
OR
III. Handle individual budgets, process payments, and support the recovery of outstanding funds in coordination with governing bodies like Department for Work and Pensions, Social Security Scotland and Scottish Social Service Council

	
E


E

E

E

D

D

D
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Application Form/ Interview/References

	Personal Qualities 
	
	

	
1. Demonstrate our corporate values in the way you work
2. Ability to actively listen to customers to understand their needs and respond appropriately
3. Detail-oriented and methodical in managing tasks and responsibilities
4. Adaptable and focused on enhancing operational policies and processes for better performance and service delivery
5. Ability to support colleagues and contribute to team goals
6. A flexible approach to work
7. Able to manage pressure through task organisation and deadline management
8. Adept at evaluating situations and independently developing solutions to a variety of problems
9.  Confidence in data analysis and reporting techniques
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Application Form/ Interview/References

	Special Conditions
	
	

	
10. We try to minimise changes to normal working locations. The variety of work that the team delivers means it is possible that you will be asked to work from different locations to ensure we cover the work that needs done
11. Our team supports incident management. This may involve working outwith normal hours during incident management
 

	
E



E
	
Interview



