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Job Description and Employee Specification 

Monitoring Officer 
Enterprise & Communities


	Service: 

	Enterprise & Communities

	Division:
	Housing & Communities


	Job Title:
	Monitoring Officer


	Responsible to:
	CCTV Shift Supervisor


	Grade:
	NLC4


	Conditions of Service
	SJC


	Job Evaluation Ref:

	A9237

	Date of last review:
	May 2024


	Job Outline

Responsible to the Shift Supervisor, the Monitoring Officer is a front-line telephone-based role responsible for providing essential support to services users, partner agencies and internal colleagues within the Community Safety Team.  The post holder is the first point of contact for a broad range of enquiries including Anti-Social Behaviour, Homelessness and CCTV services. In addition, the post-holder will be responsible for operating relevant IT systems, data recording equipment, telephony devices and systems as well as radio equipment as required on a shift basis. 

All operations are governed by the UKGDPR regulations and Human Rights Acts and that every aspect of the system, procedures, recordings and proceedings are confidential.



	Main Duties and Responsibilities


1. To comply with the requirements of the Community Safety CCTV, Anti-Social behaviour and Out of Hours Homelessness Policies and Procedures within the organisation.

2. To continuously visually monitor the screens in the control room for the purpose of detecting incidents and to report incidents in accordance with operating procedures.

3. To act in accord with reasonable requests from appropriate Police Liaison Officer or from Police Control Room

4. To record, complete and maintain all relevant paperwork, logs and internal systems as instructed, ensuring that these are done in line with the appropriate policies and procedures.

5. To advise the Community Safety Shift Supervisor / Deputy Supervisor, or Housing Coordinator (Community Safety) of any repairs or maintenance requirements to CCTV equipment, ASB and Homelessness infrastructure and communication equipment, including any IT outages or telephony failures.

6. To prepare data for evidential use in line with Community Safety operating procedures.

7. To attend court when required to do so, as a witness for any incidents you were involved with at the Community Safety Unit.

8. Respond to enquiries from service users via telephony and digital communications in a courteous / efficient manner, providing relevant information or directions to online forms and information to support the enquiry, or refer to relevant member of staff, or agency.

9. Respond to customer enquiries, providing information and assistance as required using relevant management reporting and logging systems.

10. Producing types reports and correspondence on windows-based packages.

11. Inputting and extracting data utilising computer packages (e.g. Microsoft Word, Excel etc.).

12. Ensuring confidentiality is maintained and protected by ensuring all files (manual or computerised), records and correspondence are treating in a confidential manner and in line with all current legislation (e.g.UKGDPR, Human Rights)

13. To keep the Community Safety Unit (CSU) in a clean and tidy condition.

14. To adhere to all lock in procedures.

15. To monitor, initiate, and maintain communication between service users and Community Safety Unit.

16. To attend and participate in appropriate meetings and staff development courses.

17. To assist in the provision of a customer orientated ethos within the Community Safety Unit.

18. Complying with North Lanarkshire Council’s Health and Safety at Work procedures and any relevant legislation and ensure the safe systems of work are used at all times.

19. Maintaining high standards of customer care in the context of North Lanarkshire Council’s Core Values, to uphold the Equality and Diversity Policy and Health and Safety standards and to participate in training activities as required.

20. Carrying out such other duties and responsibilities as are required from time to time by the Chief Officer (Housing & Communities).


This job outline is intended to indicate the broad range of responsibilities and requirements of the post. It is neither exhaustive nor exclusive but, while some variation can be expected in particular duties, the outline is considered to provide a reasonable general description of the post.









	SPECIFICATION
	ESSENTIAL
	DESIRABLE
	METHOD OF ASSESSMENT

	
	
	

	QUALIFICATIONS/TRAINING
Educated to standard grade level or equivalent.

Office or Administrative Qualification / Training

Security/Surveillance training.
	
X



	


X

X
	
Verification of Qualifications/Application Form

	WORK EXPERIENCE
Moderate experience in a front-line customer service or call centre environment.

Experience of handling varied demands under pressure. 

Experience providing customer-focused support to service users, partner agencies or internal colleagues. 

Experience in the use of IT systems and data input

Experience of producing reports and collation of information

Experience operating monitoring equipment, data recording equipment and radio equipment.

Dealing with enquiries relating to Anti-social behaviour and / or homelessness

Understanding of CCTV monitoring operations within a safety or security setting 
	
X







X



	
            


X

X




X

X


X

X

	
Application Form/Interview





	KNOWLEDGE/SKILL/ABILITY
Excellent Communication skills
Calm and confident telephone manner
Ability to record accurate information in real time.

Strong organisational skills and attention to detail when recording and sharing information

Able to provide high quality customer service 

Good observational skills
	
X
X
X

X


X
	









X
	
Application 
Form/Interview



	PERSONAL QUALITIES/ATTRIBUTES
Empathetic, customer-focused and committed to delivering a high standard of service
Reliable and flexible and a strong team player. 

Able to work in a fast-paced environment 

	
X

X


X
	
	
Interview




	OTHER
All candidates will be subject to non-police personnel vetting as part of the pre-employment checks 
 
Level 1 Disclosure Scotland check 

The successful candidate will be required to obtain an SIA Licence; this will be arranged shortly after commencement in post. 
 

	
X


X

X
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