

	



CITY OF BRADFORD METROPOLITAN DISTRICT COUNCIL

JOB PROFILE 
	DEPARTMENT: Environment and Sport
	SERVICE GROUP: Customer Services

	POST TITLE: Customer Advice Officer
	REPORTS TO: Team Manager

	GRADE: 
	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 following points should be noted: 
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. As a candidate/employee you will be expected to demonstrate your ability meet the special knowledge, experience and qualifications required for the role by providing evidence in the application form for the purpose of short listing. 

	Key Purpose of Post: 

	To deal with a range of customer queries through a range of access channels and on a 
wide variety of council services. 
To gather information from the customer and use it to advise them on the most effective

way of resolving their query. 
To take service requests, update systems handle complaints and where appropriate 
signpost customers to the agency most qualified to assist them with their query

	Main Responsibilities of Post: 

	· To provide an accurate and knowledgeable personal enquiry and advice service to customers accessing Council Services through a wide variety of channels currently available, and to be developed in the future including but not exclusively Face to Face, Telephone, webchat, social media, outreach, home visits and through assisted self service at a variety of locations across the Bradford District.
· To provide the front line service to customers on behalf of Bradford Council. To deliver services for Housing Benefits, Council Tax, Debt Recovery, Planning, Visible and Environmental Services, Housing, Homelessness, Adults and Children’s services and any other services which may form part of Customer Service provision in the future, signposting only where necessary to other providers, partners and voluntary agencies.
· To deal effectively with customer enquiries whilst promoting alternative more cost effective methods of contact where available and appropriate.
· To ensure that all documentation received is properly validated and verified

· To ensure all claims, documents and requests for service are processed correctly 
      within specified timescales and in compliance with relevant legislation, procedures 

      and Service Level Agreements, taking payments for services where necessary.
· To maintain a detailed knowledge of all relevant Legislation and Policies, as 
specified in the Competency Criteria.

· To report suspected benefit fraud and to identify and minimise overpayment of 
Benefit.
· To handle and manage personal, sensitive and confidential information including       that that relating to income, benefits, bank accounts and debt.
· To be fully conversant with and apply relevant on-line computer systems and 
      technology, both operational and corporate, in order to provide a timely and high 
      quality advice and referral service for customers.
· To liaise with and work alongside other services, departments and agencies, as                     appropriate.

· To participate in and promote take-up/awareness/information/user surveys/
      consultation for services, departments and agencies with customers 

· To ensure that first stage complaints are acknowledged, recorded appropriately and directed to the correct department for investigation.

· To represent the Council professionally and responsibly in all dealings with 

      members of the public, across all access channels,  working on own initiative but 
      within existing guidelines.
· To attend a variety of venues across the District during the agreed contracted hours 
      and occasionally out of normal office hours including evenings and weekends.


	Structure:




	Special Knowledge Requirement: 


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

	Carries out a variety of working practices, applies complex regulations, rules, procedures and processes across a technical/specialist area.

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


	Relevant experience requirement: 


	12 months experience of working in a busy customer service environment

	

	

	Relevant professional qualifications requirement:


	

	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: 
 

	You will be required to work at a variety of different locations across the Bradford District
which could be open at varying times and you will be expected to attend in time to open 
the service. 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: 

	You will outline here if there is a requirement for the post to have recruitment checks 

such as DBS, Warner Process.
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