[image: image1.png]Herefordshire
O Council




JOB DESCRIPTION 
	Job Title:
	Post No: 
	Grade:

	Customer Services Officer
	
	HC05

	Directorate:


	Division/ 

Department:
	Section/

Location:

	 Transformation & Strategy
	Customer Services 
	Blueschool House

	Organisational information:

	Responsible to:  Customer Services Supervisors
Professionally responsible to: N/A

	Main Purpose of Job:

	Act as a single point of contact providing excellent customer service for all members of the public who wish to access information regarding the council and its services. 
Deal efficiently and effectively with all customer enquiries, complaints and requests received in accordance with Herefordshire Council customer service standards. 
Ensure a collaborative approach to delivery, working across the organisation with colleagues, and externally with a wide range of partners to deliver desired outcomes for the customer, with the objective of achieving first contact resolution.



	Main Responsibilities/Accountabilities/Key Result Areas: 

	The jobholder will be expected to complete the responsibilities/accountabilities effectively in order to deliver the key objectives of the organisation:
· To be the first point of contact for all customers, resolving all queries and problems, often of a confidential, sensitive or distressing nature, with a cross-council approach ensuring positive and fair outcomes for customers.
· Work with internal and external teams to achieve the best outcomes for the customer, having a wide knowledge base of the council and third-party organisations. 
· Work within information management systems; to ensure local systems and processes are in place and applied consistently to secure high-quality information.  

· Maintain an up-to-date knowledge of legislation, relevant to the service. 
· Prepare correspondence to customers to ensure acknowledgements are sent within set timescales and monitor responses received by the customer, within timescales. 

· Analyse complex information and make decisions on eligibility or relevance.

· Follow the relevant procedures for ensuring that information and data is collected and recorded accurately thus enabling the production of reliable data reporting. 

· Assist in the promotion and development of excellent customer services in accordance with organisational standards to ensure customer care is consistently high.

· Identify process and procedural improvements to achieve service improvement across the customer services function to improve efficiency and customer experience. 



	Job Activities:
	Frequency

	· Provide excellent customer service and support to customers through face to face, telephone and digital channels. 
· Provide advice, information and assistance in processing of various council and third-party applications.

· Responsible for the handling of payments, in line with audit requirements.

· Accurately record and update a variety of customer relationship management systems and government data systems, ensuring all data is accurate 

· To be involved in developing high quality services where problems are resolved quickly and to the satisfaction of all parties without recourse to more formal procedures.

· Addressing all needs at first point of contact to prevent intervention later and where applicable identify and offer additional information or support.

· Promote the most effective contact channels for example the “Self Serve” functions of the web; and utilising the Council Website and Talk Community website for signposting customers to appropriate information. 

· Decipher complex government guidance and legislation, being able to quickly analyse and assimilate to customers.  

· Support customers with benefit, council tax and DWP queries in line with legislation to ensure maximum benefit to the customer.

· Identify opportunities for customers in a variety of ways including signposting to third party organisations, community groups or cross service initiatives.

· Provide support to customers practically and  emotionally in distressing situations. 

· Provide support for customers that may involve liaising with many organisations using influencing skills to ensure the best resolution for the customer.

· To identify potential problem areas in order that remedial action can be taken to benefit the customer. 
· Understanding of relevant legislation to support in service delivery.
· Make decisions within government guidance based on presented information, for example medical information.

· Coordinate and conduct detailed financial means interviews with customers and negotiate repayment plans.

· Maintain thorough records of work for a variety of different services for example blue badge applications, planning searches, face to face visits and calls taken. 

· Remain calm with customers that are irate, abusive or threatening, whilst having the ability to deliver information in a calm manner. 

· To negotiate and mediate, in the resolution of enquiries and disputes between customers and officers, voluntary organisations, and service-user groups and endeavour to influence on changes to service delivery as part of the customer experience. 

· The receipt, registration and acknowledgement where necessary of all customer applications, appeals and complaints. 

· To monitor the progress of applications and notify and advise appropriate officers to ensure requests are responded to.

· Ensure the information recorded is compliant with Data Protection Regulation’s & Herefordshire Councils policies & procedures.     

· Training and  mentoring of other team members.

· Participating in team meetings and  sharing ideas for improvement

· Carry out any other duties of a similar nature and responsibility if required.

· Maintain personal/professional development to meet the changing demands of the job.

· Maintain skills relevant to all ICT applications and CRM systems in order to continually improve the quality of Customer Service.

· To participate in any training relevant to the post and scope of work 
· To promote awareness for customers and staff of procedures, including the production of user-friendly information

· To be involved in establishing procedures/administrative processes in relation to service requests in line with current legislation and guidance. 

· To contribute to the development of service improvement activities. 
· To work positively and inclusively with colleagues and customers so that the council provides a workplace and delivers services that do not discriminate against people on the grounds of the protected characteristics as outlined in the Equality Act 2010.
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	Other information: 

	1. Disclosure type:  standard 



	

	2. The post holder will be required to comply with the organisation’s policies and procedures, and to undertake all mandatory training as required. 



	3. For all school staff and any post working with children, young people and vulnerable adults:
Employees have a duty to safeguard and promote the welfare of children, young people and vulnerable adults. It is an essential requirement that staff are aware of the Herefordshire Safeguarding procedures for sharing information about the welfare of any person for whom they have safeguarding concerns. Staff have a duty to ensure they attend training to enable them to recognise the indicators for concerning behaviour and receive safeguarding supervision as appropriate.



	4. All employees must be able to commit to Herefordshire Council’s equality policy and values, treating colleagues and customers with dignity and respect.  All forms of bullying and harassment, and the use of inappropriate language, are unacceptable.


	5. This Job Description covers the main duties and responsibilities of the job and will be subject to review and amendment, in consultation with the post holder, to meet the changing needs of the organisation.



	6. Other activities commensurate with this Job Description may from time to time be undertaken by the post holder.



	7. In order to recruit the best people for our organisation, all requests for flexible working arrangements will be considered, and we offer a fully inclusive and accessible recruitment process.


	8. The organisation has a no smoking policy.  Staff are not permitted to smoke on any of the organisation’s premises nor in any vehicle used on organisation business.




	Line Manager Name:
	Date:

	
	08/07/2025

	Date Job Description last reviewed:
	

	
	



