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Cumbria County Council



Post Specification
	Date
	February 2017

	Post Title
	Service Center Assistant 

	Role Profile
	BS4

	Final Grade
	Grade 4


To be read in conjunction with your role profile
	Service Area description

	Business Services - Service Centre Team 
The Service Centre is key delivery mechanism for the digital strategy and the way customers engage with the council and their customer’s experience. To enhance the Customer service and associated improvements and on line services.

	Purpose of this post

	To provide effective and efficient business administration to a high quality standard that meets the customer needs both internal and external whilst optimising technology and improved processes to deliver an excellent customer experience.  

	Key job specific accountabilities

	1. Providing efficient and effective confidential and flexible administrative support in the Service Centre.  Tasks may include scanning, archiving, electronic file management,  handling post,  processing Invoices/forms/applications.
2. Supporting customer enquires ensuring a courteous and professional approach including, partner agencies and colleagues via telephone, post, mailbox and electronic media and may include providing cover across Service Centre staff teams. 

3. To contribute to the daily workflow supporting team working and providing support and instruction to colleagues and customers if required.

4. To support service development through making recommendations for improvement which are relevant to the specific service area, including systems and procedures.

5. Processing transactions including using a range of systems including E-procurement, E5, itrent, BBIS, FSM and payments.

6. To develop and maintain effective working relationships across the service centre with the ability to adapt and provide support /cover where directed by the Team Leader to ensure that our services are delivered and effectively managed.

Depending on the Service Centre Staff Team the requirement will vary, however a standard approach and service delivery will be required.



	Key facts and figures of the post

	Budget responsibilities
	None

	Staff management responsibilities
	None

	Other
	None

	Post Specific - Qualifications, knowledge, experience and expertise

	· Educated to GCSE Standard, or equivalent experience or knowledge in the relevant work area.
· ICT Literate and working knowledge of relevant software packages.

· Understanding of how to deal with customers to required standards of Customer Service 

· Literate and numerate
· Commited to ongoing personal development

	Job working circumstances (only include extra-ordinary circumstances)

	Emotional demands
	

	Physical demands
	

	Working conditions
	

	Other Factors

	Subject to service area being supported, DBS check may be required within current guidelines
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