MIDLOTHIAN COUNCIL
JOB SUMMARY 
Section 1
	
JOB TITLE: Customer Service Team Leader
	
POST NO(S): NEW

	
JOB PROFILE: Administrative & Support 4 – Grade 5

	
SECTION/UNIT: Customer and Housing Services

	
DIVISION: Place

	
REPORTING TO: Customer Service Delivery Officer or Libraries Development Officer

	
STAFF RESPONSIBILITIES: Supervise a Customer Service Team in a library or customer service area

	JOB PURPOSE:

Supervise and coordinate the day to day operation of a customer service team in a library or customer service area to ensure frontline resolution and an excellent customer service across a variety of customer access channels. Support the Customer Service Deliver Officer (CSDO) or Libraries Development Officer (LDO) in the development of the service by identifying changes in customer demand and redesigning service delivery to meet customer need. As Customer Service Team Leader the jobholder will deputise in the absence of the CSDO or LDO to ensure the smooth operation of the service area.


	MAIN DUTIES:
· Responsible for the day-to-day operation of a customer service team in a library or customer service area who provide front line service delivery to a wide range of customers across a number of customer access channels and business areas, ranging from the non-complex to highly complex and legislative.

· Responsible for staff supervision in area of responsibility including making efficient use of staffing resource to ensure the continued delivery of excellent customer services, prioritisation and allocation of tasks based on business need, conducting appraisals, and absence control in accordance with council procedures.

· Motivate and mentor the team ensuring that team spirit is promoted, and use individual and team performance data, including team suggestions to identify service improvements.

· Be the first point of reference and technical expert for complex enquiries or complaints.

· Supervise payment activity and cash handling within the customer service area of responsibility; ensure reconciliation, audit and related functions in accordance with Council financial procedures.

· Maintain and develop a thorough up-to-date working knowledge of services in order to respond to customer queries referred to by the team and be proficient in the relevant software systems. 

· Champion and support the implementation of new processes and procedures amongst customer service staff and ensure changes in procedures are conveyed, understood and put into practice consistently. Deliver training for induction of staff as well as refresher training to the team as required.

· Anticipate changes in customer demand and undertake project work under the direction of the CSDO/LDO to design processes to accommodate new service areas; changes to service delivery. 

· Collect and analyse customer experience data, performance statistics, and service data in order to recommend and implement service improvement changes.

· Support the development of alternative methods of engaging with customers (channel management). 

· Promote the use and development of the service area of responsibility to internal and external partners and the wider community of Midlothian.

· Prepare performance management information and reports as required.

· Manage surveys for customer satisfaction on behalf of Customer Services and other services, ensuring correct records are maintained and results are reported to the client division.

· Support to the CSDO/LDO in contingency or emergencies as necessary.

· Act as key holder and be responsible for the security of the building and manage appropriate health and safety procedures.

· Deputise in the absence of the CSDO/LDO to ensure the smooth operation of the library or customer service area of responsibility.

· Any other relevant duties identified by the CSDO/LDO.


	KNOWLEDGE: 

The jobholder requires a minimum of two passes at Higher Grade Level or a vocational qualification at N/SVQ2 level or demonstrable alternative. Previous experience of communicating with the public, resolving complex customer enquiries and demonstrable experience of working in a customer focused environment is essential. It would be desirable for the jobholder to have had working experience in dealing with sensitive and confidential information.
 
Previous contact centre or library experience and supervisory experience are all desirable, as well as awareness of the range of council services and knowledge of the various council databases accessed by customer service staff. A relevant qualification e.g. CCA Diploma or Advanced Diploma or CSP Certificate level or HNC Library and Information Studies or working towards CILIP Certification is desirable.
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