

	Competency Based Job Profile Band 5-8



CITY OF BRADFORD METROPOLITAN DISTRICT COUNCIL

JOB PROFILE 
	DEPARTMENT: :  ADULT SERVICES
	SERVICE GROUP: BACES

	POST TITLE: Customer Support Officer
	REPORTS TO: : BACES Customer Support and Systems Supervisor

	GRADE: Scale 5/6
	SAP POSITION NUMBER :


The following information is furnished to help Council staff and those people considering joining the City of Bradford Metropolitan District Council to understand and appreciate the general work content of their post and the role they are to play in the organisation.  The duties and responsibilities highlighted in this Job Profile are indicative and may vary over time.  Post holders are expected to undertake other duties and responsibilities relevant to the nature, level and scope of the post and the grade has been established on this basis.
For posts where employees speak directly to members of the Public the post holder is required to demonstrate their ability to speak fluently in English.
As a candidate you will be expected to demonstrate your ability to meet the special knowledge, experience and qualifications required for the role by providing evidence in the application form for the purpose of shortlisting. Applicants with disabilities are only required to meet the essential special knowledge requirements shown by a cross in the end column of this section.

The employee competencies are the minimum standard of behaviour expected by the Council of all its employees and the management competencies outlined are those relevant for a post operating at this level within our organisation. 

Both sets of competencies will be used at interview stage and will not be used for short listing purposes.  
	Key Purpose of Post: 

	BACES provides equipment to assist the general public living in the Bradford area to continue to live within their home. This post is to:

· Provide the provision of a highly professional Customer Support and reception service, dealing with the service specific duties.

· Prompt scheduling of requests and advice relating to equipment provided by the service.

Service involves dealing with public sector bodies, members of the public and other colleagues with in Council.


	Main Responsibilities of Post: 

	To provide a wide range of Customer Support functions, to include:

· Provide a high quality, prompt courteous service to members of the public, Service users and representatives of other agencies whether personnel caller, on the telephone or by letter, using basic control skills to enable caller to explain their needs, and assess and determine appropriate assistance/service.

· Responsible for the co-ordination of delivery and collection of equipment with general public, professional staff and carers. Request are mainly via call centre phones, but can be fax, email or post.

· Organise technicians to fix or the replacement of faulty equipment, after initial phone checks dependent on type of equipment.

· Process request for specialist one off equipment, check correct paperwork is completed, client details captured, liaising with procurement, store manager, warehouse and professionals requesting equipment.

· Prioritise deliveries for urgent equipment requests and schedule of general equipment deliveries and collections, allocating dates to agreed capacities, while ensuring the day to day delivery targets are adhered to, plus distinguishing between jobs which require single and multiple delivery staff.

· Where necessary hire and cancel equipment from third parties. Recording relevant information and process the payment of invoices via the Councils procurement system.

· Organise the retrieval of equipment where client are deceased, in nursing care or moving out of area. Where necessary sending letters or trying other avenues to determine the whereabouts of items to be returned.

· Responsible for the processing of orders and invoices ensuring they are completed, recording commitments in the correct manner.

· Provide a switchboard/reception service on rotation as a focal point for contact for professional staff and service users to the unit and on behalf of BACES to the general public including presentation of the reception area.

· Input accurately complex information regarding client’s personal details on to the social/health databases – TCES. Maintaining key control database information to assist with quality of data capture.

Provide support for Telecare section assessors and installers. Perform basic assessment over phone. Scheduling assessments and installations with clients/carers via MS Outlook diaries. Recording details on Service Manager, maintaining files and corresponding with payment section dependent on
Outcomes.
· Retrieve and collate information using manual and computerised methods of storage of all information.

· Transfer details into the BACES computer system of details provide by the Councils Building Services section of clients receiving minor building works alterations.

Use new computer technology and apply computer packages as required. e.g. Microsoft Office, BACES computer systems and corporate wide systems


	Structure:
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	Special Knowledge Requirement. Will be used for short listing. 

	
	Essential

	Applicants with disabilities are only required to meet the essential special knowledge requirements shown by a cross in the end column.
	

	Due to the Governments Fluency in English Duty for posts where
employees speak directly to members of the public the post holder is
required to meet the Advanced threshold level (which will be implemented where the post requires a greater level of sensitive interaction with the public e.g. in children’s centres) – where the person is able to demonstrate that they can during the interview:
a) Can express themselves fluently and spontaneously , almost
effortlessly
b) Only the requirement to explain difficult concepts simply hinders a
natural smooth flow of language

	X

	Able to communicate sensitively and in an appropriate manner which considers the diverse needs of our communities
	X

	
	

	Able to use ICT packages ie Microsoft Office and bespoke database systems
	X

	Knows and understands how to use, interpret, handle and communicate

information
	x

	Able to carry out multiple activities and prioritise effort while maintaining a focus on the customer
	

	Forms good working relationships within formal operating structures with clients and customers
	X

	Able to manage own workload and work in an unsupported environment such as with customers in their own home
	

	Able to establish the needs of the customer using appropriate questioning techniques and listening skills and uses them to implement solutions 
	X

	Able to assimilate and apply complex and detailed information and relay it to customers 
	X

	Demonstrate understanding of the organisation its role in the communities and what it has to offer customers 
	X

	Relevant experience requirement: Will be used for short listing

	A minimum of 2 years working in an office environment, at least 1 year using standard information technology. Plus experience dealing with a diverse range of people

	Relevant professional qualifications requirement: Will be used for short listing

	3 GCSE at grade C and above to include Maths and English, Alternatively NVQ 2 or above in Administration or 3 years office experience of working in an environment for bookings.

	Core Employee competencies to be used at the interview stage. 

	Carries Out Performance Management

	Able to manage own workload and work in an unsupported environment such as with customers in their own home. 

	Communicates Effectively 

	Able to communicate sensitively and in an appropriate manner which considers the diverse needs of our communities

	Carries Out Effective Decision Making 

	Able to control and direct interactions with customers to effective resolution in a timely way promote the organisation and exceed customer expectations.

	Undertakes Structured Problem Solving Activity 

	Able to establish the needs of the customer using appropriate questioning techniques and listening skills and uses them to implement solutions

	Operates with Dignity and Respect 


	Covers promoting equality, treating all people fairly and with dignity and respect, maintains impartiality/fairness with all people, is aware of the barriers people face. 

	Working Conditions: 
 

	Team environment with back office call centre and front office reception. Working hours 8:30-16:30 Monday to Thursday, 8:30-16:00 Friday, excludes Bank Holidays. Ability to build flex if starting before 8:30. Working day spent in front of a PC’s with ringing phones. Must be able to perform all duties and tasks with reasonable adjustment, where appropriate, in accordance with the Equality Act 2010 in relation to Disability Provisions. Post includes a degree of lifting and handling of manual files

	Special Conditions: 

	You will be informed if there is a requirement for the post to have recruitment checks 

such as DBS, Warner Process.

	

	Compiled by: 
Date: 
	Grade Assessment Date:


	Post Grade:  Band 5/6
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