

	Competency Based Job Profile Band 5-8 (June 2019)



CITY OF BRADFORD METROPOLITAN DISTRICT COUNCIL

JOB PROFILE 
	DEPARTMENT: Environment
	SERVICE GROUP: Community & Regulatory Services –  CAZ Operations  Team

	POST TITLE: CAZ - Operations Officer
	REPORTS TO: Team Manager (Operations)

	GRADE: Band 6/7 
	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.  Please see the separate guidance information on how to complete the form located on Bradnet. 

	Key Purpose of Post: Max 3 sentences

	To carry out a range of duties that enables the post holder to deliver the best practicable level of customer service, communication and support to individual and fleet vehicle owners who drive in the Bradford Clean Air Zone, (CAZ), or are subject to penalty charges under the Traffic Management Act 2004. Through implementation  of the Sustainability Service requirements and associated legislation, policies and guidance, providing an effective and cost efficient service in the Council’s  Sustainability Service.
The post holder is responsible for the provision of information and advice, resolution of queries, challenges and appeals and processing of data relating to the CAZ and PCNs raised due to moving traffic offences under the Traffic Management Act 2004. Including compliance, charges and exemptions (encompassing a complex range of vehicle types, emissions standards and taxation classes, retrofit solutions and Clean Air Funding programmes), vehicle passage management, CAZ charge payments, settlement and reconciliation and penalty charge enforcement, involving use of a wide range of internal and external systems and software applications.
To have responsibility for continuous improvement and process development, making recommendations to improve the effectiveness, efficiency and quality of services delivered. 

	Main Responsibilities of Post: Max 15 Bullet points

	1. Be the point of contact for resolution of complex queries from individual and fleet vehicle owners who drive in the Bradford CAZ or users of the highways infrastructure where active enforcement of Traffic Management Act 2004 violations are in operation. Where required, handling telephone enquiries and correspondence, complaints and issues from both internal and external customers in relation to vehicle compliance to all aspects of the aforementioned,  to resolve queries, appeals and challenges.  
2. To provide support to Bradford Council’s contact centre, the Government’s Drive in a Clean Air Zone Central Service and the DVLA to resolve any queries in relation to the Bradford CAZ and traffic penalties under the Traffic Management Act 2004 arising through those channels. On occasion may have to deal with challenging and difficult customers.
3. Understanding and advising on the application of national CAZ exemptions and the Council’s Local CAZ exemptions policy to resolve queries and process applications for exemptions from CAZ charges from vehicle owners during the life of the Bradford Clean Air Zone.

4. To demonstrate knowledge and understanding of the Bradford Sustainability Service support measures including the Clean Bus Fund, the Clean Commercial Vehicle Fund and the Clean Taxi fund plus other measures, when advising drivers on CAZ Policy, emissions standards and compliance and referring them to the Clean Air Grants team.

5. To demonstrate general knowledge and understanding of air quality, pollutants and sustainable travel options for drivers including vehicle upgrades and retrofit solutions.

6. To assist with the monitoring and reporting of data transfer processes and performance between the Council’s ANPR systems, DVLA, the Government Drive in a Clean Air Zone and payment provider systems, the Bradford CAZ database and settlement and reconciliation systems and the PCN enforcement systems.

7. To process data obtained through the ANPR systems to  check and correct data accuracy to maximise charge revenues, inspecting and reporting issues relating to data footage or systems and report any problems to the Team Manager (Operations).
8. To assess and process requests for refunds and chargebacks of CAZ charges in accordance with the Council’s charging and exemptions policies, using Bradford Council systems, payment provider’s systems and the Government’s Drive in a Clean Air Zone systems.
9. To monitor ANPR camera data and Central Service CAZ charge payment data evaluating evidence and making accurate, audit accountable decisions where necessary to identify vehicles driving in the Bradford CAZ who have not paid the charge due or road users who commit an offence under the Traffic Management Act 2004 and initiate enforcement proceedings.
10. To issue Penalty Charge Notices to drivers who have been identified as in violation of Traffic Management Act 2004 or not paid the CAZ charge due. Maintaining and co-ordinating confidential customer PCN records and monitoring the quality and number of PCNs issued, assisting in the preparation of legal court files, enforcement checks, for Enforcement / Appeals Officer review updates and confidential reports.
11. Identify and record from successful CAZ charge and PCN appeals any vehicles for exemption which are not already included on the CAZ exemptions whitelist.

12. Train and support other Operations Officers on the processing of CAZ charge refunds, applications for exemptions and PCNs so a consistent approach is delivered, keeping up to date records of refresher training delivered and sending updates and reports to the Team Manager. 

13. The post holder will make decisions using some judgement but within established procedures and guidelines and will give advice and information and where necessary liaise with other officers, sections/departments and delivery partners and redirect enquiries appropriately, referring unusual or complex queries to their line manager. 
14. Keep abreast of any changes to  systems and software and be able to undertake basic trouble shooting duties to maintain service delivery, working in accordance with agreed protocols, procedures and regulations, including those on communication, health and safety and conduct and behaviour. Comply with relevant local and national statutes, regulations and policies.
15. Work in accordance with agreed protocols, procedures and regulations, including those on communication, health and safety and conduct and behaviour. Comply with relevant local and national statutes, regulations and policies.



	Structure:


[image: image1]


	Special Knowledge Requirement. Will be used for shortlisting. Max 10 

	
	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

	Uses knowledge of Health and Safety, Environmental and Enforcement policies, procedures and regulations including risks in own area of

work
	X

	Uses a range of complex IT packages relating to area of work
	X

	Ability to adopt a process of continual improvement and suggest ways of

working more efficient and effectively to improve service delivery.
	X

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

information
	X

	Be able to provide excellent communication – both written and verbally – including the ability to write high quality letters, emails and reports.
	X

	Able to deal with internal and external customers both face to face and over the telephone and to resolve customer problems and disputes efficiently and effectively.
	X

	Must be accurate and able to demonstrate good numeracy & literacy skills, interpreting and presenting data gathered in a meaningful format and compling clerical and administrative work with accuracy and attention to detail .                                                                                                              
	X

	Works flexibly to accommodate the needs of the business and is able to meet very busy, demanding service deadlines.
	X

	Relevant experience requirement: Will be used for shortlisting


	The applicant is required to provide evidence of having previously spoken fluently to members of the public in order to meet either the Lower threshold or Advanced threshold level outlined under Special Knowledge above.  

	Must have strong experience of working in a regulatory and customer-focused service delivery environment

	

	Relevant professional qualifications requirement: Will be used for shortlisting


	Educated to “A” level (or NVQ level 3) equivalent or extensive relevant experience. 

	

	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; counselling, negotiating and persuading and 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 

	Covers a range of analytical skills required for gathering, collating and analysing the facts needed to solve problems. It includes creative and critical thinking; developing practical solutions; applying problem solving strategies and managing interpersonal relationships.

	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.  

Must be legally entitled to work in the UK.

	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: C Escreet
Date: 22 April 2021

	Grade Assessment Date:

21/08/2021
	Post Grade:
Band 6/7


Clean Air Zone (CAZ) Operations Manager





Clean Air Zone (CAZ) Team Manager (x4)





Enforcement & Appeals Officer (x17)





Operations Officer (x8)
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