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	Job Title
	Customer Service Adviser
	Post Number
	LS667

	Grade
	5
	Service Area
	Strategy and Resources

	Special Conditions 
	Required to wear a uniform
Required to work flexibly across the 3 contact centres
A basic DBS is required for this post
	Additional Benefits

	Casual Car User

	Authorised by
	Deputy Chief Executive
	Date
	October 2026



Job Purpose
	The purpose of this role within the Council is:
	To work as part of an integrated team, to assist in the provision of an efficient and effective information and advice service. 

To receive enquiries by telephone, web based systems, email and personal visits to the Contact Centres, take appropriate action and to record as required.

To provide cover to enable the Centres to operate within the opening hours.

To manage monies and financial records as part of a cash office function.

To maintain personal and professional development to meet the changing demands of the job, participating in appropriate training activities when required.


	Responsible for demonstrating commitment to working in line with the Councils' values

	Responsible for championing and demonstrating the Council’s Leadership Behaviour Framework

	The postholder works for:
	Customer Service Manager

	The postholder manages \supervises:
	N/A




	
Key Accountabilities (All accountabilities will be carried out in line with the Council’s policies, procedures and relevant regulations and legislation)


	
1
	To provide information, advice and services to customers and to signpost to the services of other national and local agencies.


	
2
	To take responsibility for resolving queries or completing action arising from customer enquiries. Acting as an advocate, to progress and chase on behalf of the customer.


	
3
	To refer customers, wherever appropriate, to professional specialist staff, including arranging interviews for customers. Identify vulnerable and at risk people where referral may be helpful.


	
4
	To, where appropriate, refer customers to and facilitate consultation with external agencies dealing with any specific needs.


	
5
	To handle all monies, including cashiering, preparation of banking and reconciliation in accordance with the rules and regulations applying to the contact centres.


	
6
	To provide information to service units regarding customer needs and identifying service improvements.


	
7
	To record and maintain an electronic record of customer requests for service, including appropriate monitoring.

	
8
	To help with or complete forms on behalf of vulnerable customers both electronically and paper versions and advise on eligibility for benefits.


	9
	To undertake such other duties as may be directed by the Contact Centre Manager.





NOTES:

1. Duties will inevitably develop and change as the work of the Council changes to meet the needs of our customers.  Employees should therefore expect periodic variations to job descriptions, and the Council retain this right.  This job description will be supplemented on a regular basis by individual objectives derived from Council strategies.

2. Where an applicant or an existing employee is or becomes disabled (as defined by law) and inform the Council fully of their requirements reasonable adjustments will be made to the job description wherever possible. 
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	Qualifications (or knowledge and experience at an equivalent level)
	Essential
	Desirable

	3 GCSE’s including Grade C or above in Math and English

	
	D

	Educated to NVQ Level 3 in Customer Services (or significant work experience)

	
	D



	Experience
	Essential
	Desirable

	Previous experience in a customer services environment 

	E
	

	Dealing directly with members of the public

	E
	

	Use and application in the workplace of:
· Microsoft Windows Office applications – including Word, Excel and Outlook
· Web based applications and use of the internet to research information and provide answers to customer queries
· Databases, including search and updating customer records whilst dealing with customer enquiries 
	E
	

	Experience of dealing with difficult customer service transactions and sensitive issues and information

	E
	

	Experience of handling cash, cards and cheques

	
	D

	Experience of working across different teams.

	
	D

	Experience in working in a multi-faceted environment

	
	D



	Skills Required
	Essential
	Desirable

	Effective oral and written communication skills

	E
	

	The ability to deal with confidential matters sensitively

	E
	

	The ability to multi-task, prioritise work, and maintain accurate records

	E
	

	Ability to deal with rapidly changing deadlines and priorities in a flexible way

	E
	



	Behaviours
	Essential
	Desirable

	A professional and personable manner

	E
	

	Keeping calm under pressure

	E
	

	The ability to work as part of a team, supporting colleagues

	E
	

	Enthusiasm to take on new challenges

	E
	



Note: Applicants who are disabled (as defined by law) will be guaranteed an interview if they meet the essential criteria provided that this information is noted under the relevant section of the application form.
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