

	Competency Based Job Profile 



CITY OF BRADFORD METROPOLITAN DISTRICT COUNCIL

JOB PROFILE 
JEGS Reference 00119 updated JP
	DEPARTMENT: Place
	SERVICE GROUP: Fleet & Transport

	POST TITLE: Customer Service, Communication & Training Officer
	REPORTS TO: Team Leader – Customer & Business Support

	GRADE: 8
	SAP POSITION NUMBER: 11090866


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.
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: 

	· To assist the Customer & Business Support Team Leader in the provision of a flexible and proficient administrative service dealing with customer service, training, communications and complaints as well as generic and service-specific duties.

· To provide prompt and effective information and advice to officers in other parts of the Council, members of the public, other public sector bodies and external agencies. Deal with and resolve requests for advice and help. 
· Drive service improvement in the development & delivery of training to prospective & existing licensees. 



	Main Responsibilities of Post: 

	1. Proactively build and maintain effective working relationships with a wide range of stakeholders and assist with specific projects. Deal with the public and the trade regularly. Liaise with other authorities to share best practice and experiences. Attending meetings as required.

2. A working knowledge of legislation that regulates hackney carriage and private hire licensing. Good communication skills, both written and oral, to deal confidentially and diplomatically with a range of audiences. Ability to prepare non-standard letters, create letter and email templates and train staff on the use of such. 
3. Actively promotes the councils licensing services with the media and other means, drafting newsletters, trade communications and social media. Sound working knowledge of social media platforms, have the ability to use digital channels that facilitate the creation and sharing of information & ideas to enhance the customer experience. 

4. Maintain and produce written content for the services website which will include communications to the trade, newsletters, technical documents, and changes to policy and conditions. Review and recommend changes to the website including upload privileges. 
5. Ensure effective liaison and dialog with internal and external stakeholders, including but not limited to, the licensed trade, members of the public, management and other local authorities.

6. Responds to complaints and enquiries from service users, member of the public, elected members and public services including the police. Prioritise and manage own workload effectively and in a timely manner, when necessary carry out investigations, conclude and communicate the outcomes. 

7. Define the most appropriate approach for handling of complaints and enquiries to achieve mutually acceptable resolutions.  Suggest improvements to complaints processes and procedures gained from complaint handling and customer feedback.
8. Ability to handle private, confidential and sensitive information. Respond to FOI, SAR, NR3 and associated requests. Ensure confidentiality, evidence integrity, data protection (GDPR), information security and regulatory requirements are met. 
9. Assist in the instruction and on the job training of staff which may involve 1 to 1 training and support with new or less experienced members of staff
10. Support the Service with the development & delivery of training packages to prospective/existing licence holders across all mediums including E Learning.  Review and select content appropriate to the target audience. 
11. Update policies, procedures, customer guidance & website as instructed, following LA guidelines & best working practices.
12. A good knowledge, understanding and application of IT systems (including databases) used within the service, including MS Office and service specific systems such as Civica.
13. Ensure familiarity with and adherence to all relevant Council Policies, including those concerning equality and diversity. 
14. To carry out other duties, as required, which are reasonable in terms of the nature and level of the post.


	Structure:
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	Special Knowledge Requirement. Will be used for shortlisting. 

	
	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 Government’s Fluency in English for posts where employees speak directly to members of the public the postholder is required to meet the Advanced threshold level which will be applied where the postholder requires a greater level of sensitive interaction with the public. 

You must be able to demonstrate that you can express yourself fluently and spontaneously (this will also be tested during the interview).


	X

	Knows and understands how to use, interpret, handle and communicate, often complex and detailed information, and relay it to service users/stakeholders in writing and/or over the telephone/face to face.
	       X

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

	Uses a range of complex IT packages across various areas of work.
	X

	Ability to adopt a process of continual improvement and suggest ways of working more efficiently and effectively to improve service delivery.
	X

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

	Will make frequent decisions using some judgement, but within established procedures and guidelines, regarding workload and priorities.
	X


	Relevant experience requirement: Will be used for shortlisting

	Recent, comprehensive and demonstrable experience working in a legal/regulated environment.

Matching experience using standard information technology. 
Demonstrable experience in training & customer service 


	Relevant professional qualifications requirement: Will be used for shortlisting

	Relevant customer service qualification 

	Core Employee competencies to be used at the interview stage. 

	Carries Out Performance Management

	Covers the employee’s capacity to manage their workload and carry out a number of specific tasks accurately and to a high standard. 

	Communicates Effectively 

	Covers a range of spoken and written communication skills required as a regular feature of the job.  It includes exchanging information/building relationships; giving advice and guidance; handling private, confidential and sensitive information.

	Carries Out Effective Decision Making 

	Covers a range of thinking skills required for taking initiative and independent actions within the scope of the job. It includes planning and organising, self effectiveness and any requirements to quality check work.

	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: 

	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.  

	Special Conditions: 

	

	

	Compiled by: CS
Date: March 2022
	Grade Assessment 
Date: March 2023
	Post Grade:

Band 8


