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Job Outline


	Post Title:
	Service Advisor

	Directorate:
	Resources

	Division:
	Benefits and Customer Services

	Section:
	Customer First

	Reports To:
	Service Specialist    Post 4286

	Location:
	Customer First, Municipal Buildings

	DBS Status:
	Standard

	Grade:
	E


	Role Purpose

	Serving customer demand across a range of access channels, resolving queries in one stop where possible, and helping customers with any other related enquiries.

Communicating verbally (face to face and by telephone) and in writing with internal and external customers on a wide variety of issues, which can be confidential, sensitive and demanding.

Identifying problems with service delivery and working on ways to make continuous improvement for customers.


	Main Duties and Responsibilities

	· To display an efficient, effective, professional and sympathetic manner when dealing with customers, treating all enquiries in a fair, sensitive and confidential manner. 

· Communicate both verbally and in writing to resolve enquiries.
· Provide a front line service to manage and administer services such as blue badges, commercial sacks, bus passes, change of address and bereavement.
· Ensure service delivery and processes are in line with legislative developments and quality requirements.
· Complete work on established systems with accuracy, speed and efficiency ensuring required standards and timescales are met.
· Enter standard data to established systems and ensure that all duties are carried out in accordance with legislation, regulations and Council policy with particular emphasis on health and safety and data protection.
· To accept payments on behalf of the Council and provide advice on alternative methods of payment in line with policies.
· To ensure the delivery of high standards of customer care for a range of internal and external customers requiring assistance and services at reception points in a number of locations.
· Issue and maintain stock levels of alley gate keys and issue leisure cards.


	Qualifications
	Please mark which are Essential or Desirable 
	E/D

	Level 2 (GCSEs Grade A-C or Grades 9-4) or equivalent qualification in English and Maths
	E


	Knowledge, Skills and Experience 
Required
	Please mark which are Essential or Desirable 
	E/D

	Considerable experience of working in a busy, customer facing environment 

Considerable experience of communicating effectively, both verbally and in writing with a polite, efficient and courteous manner   

Able to produce work to a high standard with accuracy and attention to detail to enable work to be processed correctly and to the required standard

Able to develop effective relationships with key stakeholders

IT skills to include a good working knowledge of office software packages e.g. Microsoft Word, Excel and Outlook

Knowledge of procedures in relation to Health and Safety and data protection 

Able to work on own initiative to resolve queries or pass to appropriate department with minimum amount of supervision 
Able to work flexibly as a member of a team and to respond to the needs of the service

An understanding of general Council policies and procedures
	E
E
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	Vision and Values

	Our Priorities

We have two priorities:

· Priority one - The economy: Maximising growth and opportunity across Blackpool

· Priority two - Communities: Creating stronger communities and increasing resilience

Our Values

· We are accountable for delivering on the promises we make and take responsibility for our actions and the outcomes achieved

· We are committed to being fair to people and treat everybody we meet with dignity and respect

· We take pride in delivering quality services that are community focussed and are based on listening carefully to what people need

· We act with integrity and we are trustworthy in all our dealings with people and we are open about the decisions we make and the services we offer

· We are compassionate, caring, hard-working and committed to delivering the best services that we can with a positive and collaborative attitude


	Equal Opportunities: 

We do our utmost to ensure that here is no unjustified discrimination in the recruitment, retention, training and development of staff on the basis of their age, sexuality, religion or belief, race, gender or disabilities.


