	                      
RENFREWSHIRE COUNCIL

FINANCE AND RESOURCES 

JOB OUTLINE


	DEPARTMENT: 
  
	FINANCE AND RESOURCES
	SECTION:
	CUSTOMER SERVICE UNIT

	POST TITLE:
	CUSTOMER SERVICE ADVISOR
	POST ID:

	

	GRADE:

	GR3
	LOCATION:

	CUSTOMER SERVICE UNIT, RENFREWSHIRE HOUSE

	REPORTING TO:
	CUSTOMER SERVICES TEAM LEADER


				
	    PRINCIPAL ROLE:

	
To work as part of a multi-functional Customer Service Team providing high quality customer focused service delivery across a wide range of Council services through a variety of channels including telephone, face to face and electronic methods.

To deal with all requests and enquiries across all contact channels in an efficient and courteous manner which meet Renfrewshire Councils Customer Service Standards as set out in the Customer Service Charter.



     
Key tasks for which the postholder will be responsible:

1. Assess and respond to customer enquiries and service requests across contact channels and resolve these requests to completion through providing access to a range of entitlements and services.

2. Providing a complete and comprehensive customer service by pro-actively linking a customer enquiry to other relevant services and information that would benefit the customer.

3. Make every contact effective both for the customer and for the Council and ensure as many enquiries and service requests as possible are resolved at the first point of contact to maximise customer satisfaction.

4. Accessing and utilising a range of Council IT systems.

5. Recognise and identify service issues that require escalation and contribute ideas, suggestions and feedback to support the effectiveness of the service.

6. Maintaining an up to date and comprehensive knowledge of the services provided by the council to ensure that customers are supplied with relevant information in an efficient effective and sensitive manner.

7. Dealing with payments across all channels including cash, cheque and electronic methods in accordance with the Council’s standing orders and financial regulations.

8. 	In conjunction with Customer Service Support Officer take ownership and responsibility for achieving personal development commensurate with the duties and responsibilities of the role.

9. 	Operate professionally both as an individual and as a team member for the benefit of the customer at all times.

10. 	Carrying out such other duties and responsibilities appropriate to the grade as are required by management 

11. Complying with relevant legislation including the Data Protection Act (1998) and Freedom of Information Act 2002.

12. Promoting and implementing the Council’s equal opportunities policies in all aspects of employment and service delivery.
	
13. 	Customer Service staff may be required to wear corporate uniform whilst on duty.

14.  Adhere to the Council’s commitment to health and safety, supporting attendance, equal opportunities and compliance with all relevant policies.

This description is indicative of the nature and level of responsibilities associated with this job.
It is not exhaustive and the job holder will be required to undertake other duties and responsibilities commensurate with the grade. 

 




		
