ROLE DESCRIPTION




Post:




Customer Services Assistant














Sector/Section:


Customer Services

 

Grade and Salary Range:

Scale 3, SCP 15-17 
Full time/Pro Rata


Part-time 
Fixed term/Permanent:

Permanent 
Line Manager:


Customer Services Co-ordinator
Location:
Based at Millennium but may be required to work at other college centres.





Hours of Work:
15 hours per week worked in accordance with service requirements which will include evening work.
Purpose and Objectives


To provide a flexible, responsive and efficient customer 

of Role:                             
service that supports the Customer First ethos of the College
Further Education is continually developing and the rate of change is unlikely to slow down. You must therefore be flexible to take on changing responsibilities.

Specific duties of the role:
1. First point of contact for visitors and customers to the College, receive and welcome customers, identify needs and take action to ensure that the needs are met.
2. Handle initial course enquiries, give appropriate advice and information.
3. Opening and closing reception/area on a day to day basis, ensuring that the area is secure at the end of each day and that appropriate checks have been completed.
4. Provide administrative and clerical support as required to assist in the day to day running of the customer service function, including answering the telephone, attending to the needs of staff, learners and visitors to the College, handling incoming and outgoing mail.
5. To provide a cash office service including collecting monies and paying petty cash in line with college policies and procedures.
6. Support learners in the production of ID badges, ensuring that accurate details are on the system.
7. Provide assistance in the day to day running of the staff/visitor car parking system.
8. Assist in the distribution/receipt of material to and from staff and students.

9. Receive student assignments and implement systems to ensure a prompt service.
10. Assist internal and external auditors as required.
11. Any other duties as required to ensure that a high quality and flexible customer service is delivered to the College.
ROLE RESPONSIBILITIES

	
	
	Job evaluation Reference 
(for Office use only)

	Operations/ Decision Making
	
	

	Resources

	
	

	a)  Responsibility for Equipment/Materials/Health & 

     Safety/Accommodation
	
	

	
	
	

	· Maintain safe working practices and undertake any specific duties allocated to you under the College Health and Safety Policies and Procedures
· Be responsible for promoting and safeguarding the welfare of all learners for whom you have responsibility or with whom you come into contact
	
	

	
	
	

	Contacts and Relationships

a) Internal 
	
	

	· All College staff and students


	
	

	b) External
	
	

	·  Ensure commitment to customer care at all times
	
	


	Information/Co-ordination


	
	

	· Maintain confidentiality

· Ensure compliance with Data Protection Act 2018
	
	

	· Ensure compliance with Computer Misuse Act 1990

	
	

	Self and Professional Development
	
	

	· Participate in Staff review and take opportunities for self-development
· Wear College uniform as required
	
	

	
	
	

	Quality/Equality of Opportunity
	
	

	· Meet quality standards set in the service area

· Take responsibility for continuous improvement in area of responsibility

· Ensure compliance with the Bury College Single Equality Policy

	
	


	PERSON SPECIFICATION
	
	    Method of

	
	
	    Assessment

	Customer Services Assistant
	
	

	
	
	

	QUALIFICATIONS
	
	Application Form

	
	
	

	· Good general standard of education including Maths and English Grade A*-C (or equivalent) or Level 2 Literacy and Numeracy
· A level 1 IT qualification e.g. CLAIT, ECDL (or a willingness to work towards this) is essential
· NVQ2 or equivalent in a relevant area (or a willingness to work towards this) is essential
· First aid qualification or willingness to work towards is essential.
	
	

	
	
	

	
	
	

	EXPERIENCE
	
	Application Form/Interview

	· Experience of reception duties in an educational or similar environment is desirable
· Experience of cash handling, receipting and reconciliation is desirable
	
	

	
	
	

	KNOWLEDGE/SKILLS/ABILITIES (Competencies)
	
	Application Form/Interview

	· Excellent verbal/written communication skills and an excellent telephone manner are essential
· Ability to work well under pressure is essential

· Good organisation skills and the ability to maintain accurate records is essential

· Ability to work both independently and as part of a team is essential

· Ability to demonstrate excellent customer care is essential

· Word processing skills are desirable

· Knowledge of education provision is desirable
· Knowledge and understanding of budgetary control is desirable
· An understanding of ‘safeguarding’ and its importance within the College, together with a commitment to creating a safe learning/working environment
	
	

	
	
	

	
	
	

	PERSONAL QUALITIES
	
	Interview

	· A flexible approach to working is essential
· A committed and enthusiastic approach to working is essential
	
	

	
	
	


