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Manchester City Council
Role Profile

Technical Licensing Officer, Grade 5
Planning, Building Control & Licensing Service, Growth & Development Directorate
Reports to: Team Leaders
Job Family: Customer Service

 
Key Role Descriptors:

The role holder will assess the needs of the customer and be conversant and knowledgeable in specific subjects providing a detailed and comprehensive level of service advice where appropriate. 
 
The role holder will work as part of a team and contribute to the provision of a high-quality service directly supporting service and organisational objectives. 

Key Role Accountabilities:  

Maintain a high level of expertise on service specific legislation, delivery activities, and all associated policies and procedures in order to provide quality advice to a range of customers. 
 
Deal proactively with complex queries utilising customer service skills to ensure all issues are dealt with effectively, following up enquiries where appropriate. 
 
Actively seek to detect and reduce fraud in order to protect the interests of the organisation. 
 
Where appropriate carry out statutory duties working in line with all relevant legislation to ensure the provision of a high quality service. 
 
Update and extract information from corporate and other data systems completing relevant documentation/service user records to a high standard, ensuring the accuracy and confidentiality of information produced.  
 
Facilitate customer feedback and assist in identifying solutions to resolve issues and improve service delivery. Feedback any compromise in service or safety concerns immediately to a line manager. 
 
Manage own workload to ensure individual and team targets are met and customers are dealt with promptly, working collaboratively with customers and any other relevant parties to enhance the delivery of the service.  
 
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 duties of the job. If, however, a certain task proves to be unachievable, job redesign will be given full consideration.
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The Planning, Building Control and Licensing Service is pivotal to the delivery of key objectives for the Council. Each of the three specialist areas focuses on supporting the City’s growth ambitions essential to provide new jobs and pathways to ensure everyone benefits from employment opportunities; new homes that offer a mix of tenure, and development that is safe, inclusive and responds to climate change.  
Through the various legislative regimes, the service finds innovative ways to assist and contribute to the Council aims and objectives; ensuring processes are robust to withstand challenge.     
This post will play a key role in delivering the licensing function within the service, supporting both the day and night-time economy, and wider transport strategy.
 
It will involve processing licensing applications in compliance with legislation, regulations and policy; liaising with customers, applicants and partners.

The main role function will be:
· Process and issue more complex applications and notices in line with service procedures, policy and statutory regulations, including coordinating consultations
· Prepare application reports for Sub-Committee 
· Ensure the correct fees are received for each licence type
· Provide a face-to-face customer service to applicants on a rota basis, including conducting Right to Work checks and ID checks
· Respond to customer queries and advise applicants through the process
· Work from different locations as and when required
 
The role holder will also be able to on occasion:
· Take payments over the telephone when online systems are down



Key Behaviours, Skills and Technical Requirements

Our Manchester Behaviours  
· We are proud and passionate about Manchester
· We take time to listen and understand 
· We ‘own it’ and we’re not afraid to try new things  
· We work together and trust each other
· We show that we value our differences and treat people fairly
 
Generic Skills

· Communication Skills: Ability to communicate clearly, concisely, accurately and in ways that promote understanding.
· Analytical Skills: Ability to absorb, understand and quickly assimilate moderately complex information and concepts and compare information from a number of different sources. Able and confident to resolve moderately complicated queries in their area of knowledge using logical thinking to explain reasoning behind decisions or actions taken.
· Planning and Organising: Demonstrate the ability to organize multiple tasks in the most effective way, and allocate time and energy according to task complexity and priority 
· Problem Solving and Decision Making:  Is able to make effective decisions on a day-to-day basis, taking ownership of decisions, demonstrating sound judgement in escalating issues where necessary. Be logical in thinking and explain reasoning behind decisions or actions taken.
· Administrative: Good level of literacy and numeracy skills to undertake calculations and produce letters and other documentation.
· Financial Management: Numeracy and accuracy skills to handle numbers confidently, collate information and keep accurate and reliable records to help with the monitoring and reviewing of financial resources.



Technical Requirements (Role Specific) 


None 
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