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Manchester City Council
Role Profile

Customer Service Assistant, Grade 3 plus 10% flexibility payment
The Neighbourhoods Service, Neighbourhoods Directorate
Heaton Park
Reports to: Business Support Lead

Job Family: Customer Service

Key Role Descriptors: 

The role holder will contribute to the goals of the team through the provision of high-quality customer service to ensure the achievement of service and organisational objectives.

The role holder will work pro-actively to resolve customer enquiries at the first point of contact, using initiative and problem-solving skills and taking ownership of effective resolution.

Key Role Accountabilities:

Deal efficiently and courteously, with tact and diplomacy, to all queries and correspondence, in both written and verbal form from a wide range of internal and external customers. 

Update and extract information from management information systems accurately and competently as required including the retrieval and collation of reports to agreed procedure.

Contribute effectively to the development of projects and value-added activities to meet the needs of the service. 

Procure, monitor and maintain stock and equipment, ensuring changes are made in line with procedures, budgets and agreed timescales.

Where appropriate contribute to effective building security to ensure a safe environment through the operation of security systems, locking premises, setting alarms and safe keeping of keys.

Where required, accurately process payments for customers in line with Manchester City Council’s financial regulations.  

Personal commitment to continuous self-development and service improvement.

Through personal example, open commitment and clear action, ensure diversity is positively valued, resulting in equal access and treatment in employment, service delivery and communications

Where the role holder is disabled, every effort will be made to supply all necessary aids, adaptations or equipment to allow them to carry out all the duties of the role.  If, however, a certain task proves to be unachievable, job redesign will be given full consideration. 




Customer Service Assistants– Key Behaviours, Skills and Technical Requirements


Generic Behaviours: General

· We work together and trust each other
· We're proud and passionate about Manchester
· We take time to listen and understand
· We own it and aren't afraid to try new things
· We show that we value our differences and treat people fairly


Generic Skills

· Communication Skills: Demonstrates an understanding of the views of others and communicates in a realistic and practical manner using appropriate language and medium, listens attentively and views and issues of others.
· Analytical Skills: Ability to gather and analyse information, opportunities and problems.
· Planning and Organisation: Provides work on time and to required standard and is capable of prioritising own workload in order to meet deadlines 
· Problem Solving and Decision Making: ability to interpret basic rules and guidelines in order to resolve queries
· Creative Skills: Ability to find solutions to situations that are presented of a routine nature.
· Strategic Thinking: Has awareness and generates ideas which contribute to the services or organisational strategy.
· ICT Skills: Ability to set up and maintain effective systems to manage and retrieve information
· Administrative Skills: Ability to use and accurately maintain effective administration systems in a rapidly changing environment.
· Financial Management: Numeracy and accuracy skills to collate information and keep accurate and reliable records to help with the monitoring and reviewing of financial resources and monitoring procedures.  Knowledge and skills to operate within financial rules and procedures using financial systems and tools effectively.
· Commercial Skills: Ability to apply basic procurement processes to routine procurement situations
· People Management: Ability to organise own and others activities with an ability to carry out operational planning for a specific service area.


Technical requirements (Role Specific) 
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