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	Job Title
	Customer Services Apprentice
	Directorate
	Resources & Transformation

	
	
	
	

	Post Number
	
	Division
	Corporate & Customer Services

	
	
	
	

	Grade
	
	Salary
	National minimum wage for age
	Section
	Dudley Council Plus

	
	
	
	



	Reports To
	Team Manager




	Purpose of the Job

	

	
With close supervision and support from experienced staff and management, to provide customer service support including information and guidance on limited council services, based on reception and the call centre.





	Specific Accountabilities

	

	Under close supervision and with extensive support from experienced Customer Services Advisors:

 Providing access to some council services. 
 Receiving and accurately recording enquiries and requests, taking timely and appropriate action in accordance with procedures and instructions. 
 Escalating any problem cases to experienced customer service advisors and managers. 
 Working as part of a team supporting service delivery across some directorates of the council 
 Communicating and liaising effectively, via the telephone, face-to-face, and in writing with certain customers. 
 Processing enquiries and requests received via various electronic means.
 Using a wide range of computer systems, including a CRM system and MS Office products (especially word and outlook). 
 Maintaining computerised records and information systems. 
 Assisting customers making payments by debit and credit card. 
 Carrying out reception work including. 
 Recognising the diverse needs and cultures of the community to ensure equal access to services.  Maintaining an up-to-date knowledge of data protection and freedom of information legislation and guidance, ensuring these principles are adhered to at all times.




	Key Accountabilities
· To be accountable for and promote equality, diversity and community cohesion to meet Council, Directorate and Service objectives.  All employees have a responsibility not only for their own behaviour, but also for others regarding equality of opportunity.  Any incident must be reported.
· To participate in a Performance Review and Development meeting and undertake a plan of training where necessary.  Develop his/her own skills and expertise in a professional manner.
· In addition to all the responsibilities listed above, all employees must be flexible in their approach and undertake other duties that are commensurate with post holder’s level, wherever they may be, to achieve the objectives of the Directorate.
· To represent the Council and Directorate in a professional manner meeting the Corporate and Directorate aims.  To comply with Directorate and Corporate policies.
· If appropriate to be responsible for the recruitment and performance management of designated teams and individuals in accordance with Corporate and Directorate aims and management style.
· To comply with the council’s financial regulation and standing orders
· To actively promote Dudley’s commitment to safeguarding and promoting the welfare of children, young people and vulnerable adults at a level appropriate to this group.
· Employees must comply with health and safety legislation and will be required to comply with the Council’s Health and Safety Policies. All employees must ensure that they take reasonable care of their own health and safety as well as the health and safety of any person that is affected by their actions. 
· To be responsible for adhering to legislative requirements and Council Policies and Procedures including, but not exclusively health & safety, Data Protection and Internet/Email use.


	
	

	Special Conditions
	This post is subject to a Basic Criminal Record Check


	
	

	Car Allowance
	N/A

	
	

	Prepared By
(Section/Mgr)
	Dudley Council Plus / Emma Skitt 

	
	

	Review Date 
	November 2024
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