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	Job Title
	Customer Service Advisor
	Directorate
	Transformation & Performance

	
	
	
	

	Post Number
	FIN022


	Division
	Customer Services

	
	
	
	

	Grade
	5
	Salary
	£26,403 - £28,142
	Section
	Dudley Council Plus

	
	
	
	
	
	

	Criteria (Essential)
	Assessment By

	
	
	Application
	Interview
	Test

	
	
	√
	√
	√

	Experience
	
	
	
	

	Work experience in a busy customer service delivery operation using a variety of communication methods and dealing with a range of services.
	
	√
	√
	

	Experience of working with a wide range of IT systems.
	
	√
	√
	

	Experience in managing and defusing conflict.
	
	√
	√
	

	Knowledge of Council Services.
	
	√
	
	

	
	
	
	
	

	Qualifications / Training
	
	
	
	

	At least 5 GCSEs (grades A to C) or equivalent examination passes including English and a Mathematics based subject.
	
	√
	
	

	NVQ (Level 2 or higher) or ICS Award in Customer Service or equivalent or the willingness to undertake such a qualification.
	
	√
	√
	

	
	
	
	
	

	Practical Skills
	
	
	
	

	The ability to communicate effectively, via the telephone, face-to-face and in writing with internal and external customers.
	
	√
	√
	√
	

	The ability to maintain excellent service delivery levels and work calmly and accurately, with attention to detail when under pressure or in challenging situations.
	
	√
	
	√
	

	Self-motivated with the ability to work with minimum supervision
	
	√
	√
	

	The ability to contribute to the achievement of team goals, be supportive of team members and work effectively as part of a team.
	
	√
	
	

	Computer skills, including a working knowledge of MS Office products (especially Word and Outlook).
	
	√
	√
	√

	An appreciation of the need for high standards of customer care at all times – including politeness, courtesy, respect and understanding
	
	√
	√
	

	Excellent time keeping and attendance and flexibility with regard to working hours.
	
	√
	√
	

	Ability to prioritise and work to deadlines.
	
	√
	√
	

	Analytical skills to identify of issues, evaluate options and initiate appropriate action.
	
	
	
	√

	Ability to develop practical improvements to enhance the service.
	
	√
	√
	

	
	
	
	
	

	Personal Qualities and Attributes
	
	
	
	

	A Knowledge of Equality & Diversity issues
	
	√
	√
	

	Demonstrate empathy and sensitivity towards customers, ensuring every customer has equal access to services by understanding the diverse cultures and needs.
	
	√
	√
	

	Willingness to respond to a challenging and changing environment in a cooperative and flexible manner.
	
	√
	√
	

	Committed to seeing tasks completed and achieving a high quality service
	
	√
	√
	

	Desire to continually improve and develop skills and knowledge
	
	√
	√
	

	Self motivated to ensure customers are the priority in every circumstance.
	
	√
	√
	

	
	
	
	
	

	

	Prepared By
	Dudley Council Plus / Lynsey Guest  

	Date
	November 25
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