Job Description

Section A: Job Profile
The job profile outlines key information relating to the salary and working conditions e.g., location of a job, along with the current focus of the role and a brief description of the main duties.

Job Details
	Job Title:
	Customer Support Officer

	Salary:
	£30,024 - £32,046 per annum

	Grade:
	7

	Hours:
	37 hours per week.  Hours to be worked on a shift pattern to suit the needs of the service 


	Team:
	Registration Service

	Service Area:
	Service Support Team

	Primary Location:
	Oxford Register Office, 1 Tidmarsh Lane, Oxford OX1 1NS
This is a hybrid working role and the post holder may be required to work from other locations, depending on service needs.

Please note we are actively looking at our ways of working using everything we have learnt and heard from our people about the organisational and personal benefits of agile working.  What you can absolutely expect from working at Oxfordshire County Council (OCC) is that you will have the support to do your job and deliver great results, wherever you are based.  Each role at OCC is different and we know the needs of individuals are also varied, and so our approach to where and how often we would like to see you in person will be taken depending on the requirements of the role and in collaboration with you as part of the recruitment process


	Budget responsibility:
	None

	Responsible to:
	Customer Support Manager

	Responsible for:
	N/A

	Political Restricted Post:
	No


Job Purpose
	[bookmark: _Hlk513794740]A brief overview of the key objectives of the job:

To be the first point of contact for people and venues contacting Oxfordshire County Council with enquiries about Weddings, Civil Partnerships, and non-statutory ceremonies via a variety of communication channels.

Work co-operatively, as part of a team to provide efficient and effective customer and administrative support for the booking and management of ceremonies and appointments in Oxfordshire.

Proactively manage appointment and ceremony diaries to ensure efficiency in service delivery.

Maintain a list of approved premises licensed for civil marriages and civil partnerships in Oxfordshire.  Make approved premises aware when their license is due to expire, manage application paperwork and issue licences approved by the Proper Officer.  

Develop detailed knowledge, skills, and expertise in several complex service area(s) to enable the service to meet both statutory and non-statutory requirements and meet public needs.



Job Responsibilities 
	This is a bullet point list of the main duties or tasks that the post holder will be expected to undertake.

· Answering enquiries by phone, using a headset and laptop, email, webchat, social media and face-to-face from members of the public and partner agencies. Accurate message taking and distributing information as necessary
· Look up information to answer complex queries, and where necessary seek advice from external partners such as General Register Office and the Home Office.  This could involve using the internet/intranet and direct contact with external partners.
· Produce a range of documents including letters/emails, licences, and official documents to a good standard by the required deadline
· Maintain a list of approved premises licensed for civil marriages and civil partnerships in Oxfordshire.  Make approved premises aware when their license is due to expire, manage application paperwork and issue licences approved by the Proper Officer and Ceremonies Manager.  
· Collect, process and input data into the service’s range of records ensuring accuracy and security of data and compliance with statutory requirements
· Use electronic and manual filing systems with due regard to data protection regulations.
· Maintain diaries, appointment systems, scheduling and arranging meetings. 
· Taking payments via our secure payment portal.
· Maintain record-keeping systems for recording and monitoring service activities and provide regular summary reports to the Management Team to ensure that relevant updates and reviews take place in a timely fashion.
· Develop and maintain up to date information about the service including on the intranet, internet, stationery, and internal and external publications.
· Using a range of in-house database systems to search, read and enter service user details, as well as Microsoft Office including a knowledge of Outlook, Excel, and Word.
· Undertake general administrative tasks to support the service as required. 
· Where appropriate, act as a first point of contact for the service, including enquiries which may be complex in nature. 
· Ability to make independent decisions and identify when to refer complex enquiries to relevant specialists in the team, and other teams within the organisation. 
· To maintain confidentiality and adhere to all Oxfordshire County Council information governance policies, procedures, and processes. 
· Commitment to and understanding of Equal Opportunities for all in Employment and the delivery of services to customers.
· Any other duties as may be deemed necessary to carry out the full remit of the role.
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Job description Template – April 2022
Our Values 
Our organisational values underpin everything we do and say and are supported by policies, processes and guidance. In short, our values describe ‘the way we do things here’ so that we deliver great services for our residents. Our values are:
· Always learning
· Be kind and care
· Equality and integrity in all we do
· Taking responsibility
· Daring to do it differently 
Everyone that works for us demonstrates their commitment to these values.  We will ask you to demonstrate your commitment to these values, and their associated behaviours, throughout the application process.
Section B: Selection Criteria/Person Specification
[bookmark: _Hlk535396426]This section provides a list of essential and desirable criteria that detail the skills, knowledge, behaviours, qualifications and experience that a candidate should have to perform the job. 

Each of the criteria listed below, and your commitment to our values, will be measured through the application form/CV (A) and optionally one or more of the following - a test / exercise (T), an interview (I), a presentation (P) or documentation (D). You must provide a supporting statement as part of your application which includes examples and evidence of when you have demonstrated the criteria listed below. 

	Essential Criteria
	Assessed By:

	Education to GCSE or equivalent in Maths and English.
	A

	Proficiency in Microsoft Office (Word, Excel, Outlook and Teams) and an ability to adapt to specific software applicable to the registration service.  
	T/I

	
Administrative experience and proven ability to work effectively to deadlines
	A/I

	Experience of working within a customer focused service, dealing with high volumes of public interaction, both face to face, by telephone and online, in a consumer and service driven environment.
	I/A

	A command of written and spoken English which is appropriate for the effective performance of the role
	I/A

	Organised and able to work as part of a team and off own initiative with the ability to complete requirements within set timescales

	A/I

	Experience of inputting and retrieving data from IT based record systems
	A/I

	Information research, retrieval and collation of data using internet/web- based systems
	A/I

	Desirable Criteria
	Assessed By:

	Working knowledge of Registration practice and procedures
	A/I

	Commitment to providing exceptional customer service with a drive for continuous improvement
	A/I

	Experience of dealing with work of a confidential nature
	A/I
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Section C: Pre-employment Checks
All appointments are subject to standard pre-employment screening. This will include identity, references, proof of right to work in the UK, medical clearance and verification of certificates. Further information can be found here Pre-employment checks 

Additional pre employment checks specific to this role are identified below (those ticked).

	☐
	Enhanced Disclosure and Barring Service check with Children’s and Adults Barred List
	☐
	Enhanced Disclosure and Barring Service check without an Adult/Children’s barred list check

	☐
	Enhanced Disclosure and Barring Service check with Children’s Barred List
	☐
	Enhanced Disclosure and Barring Service check with Adults Barred List

	☐
	Standard Disclosure and Barring Service check
	☐
	Basic Disclosure

	☐
	Disqualification for Caring for Children (Education)
	☐
	Overseas Criminal Record Checks

	☐
	Prohibition from Teaching
	☐
	Professional Registration

	☐
	Non police personnel vetting
	☐
	Disqualification from Caring


	☐
	Other (please specify):      



[bookmark: _Hlk535396535]Section D: Working Conditions
This is a guide to the working conditions and the potential hazards and risks that may be faced by the post-holder.
Health and Safety at Work 

You are responsible for your own health, safety and wellbeing, and undertaking health and safety duties and responsibilities for your role as specified within Oxfordshire County Councils Health and Safety Policy.

The potential significant hazard(s) and risk(s) for this job are identified below (those ticked).

	☐
	Provision of personal care on a regular basis
	☐
	Driving HGV or LGV for work

	☐
	Regular manual handling (which includes assisting, manoeuvring, pushing and pulling) of people (including pupils) or objects
	☐
	Any other frequent driving or prolonged driving at work activities (e.g. long journeys driving own private vehicle or a council vehicle for work purposes)

	☐
	Working at height/ using ladders on a regular/ repetitive basis
	☐
	Restricted postural change – prolonged sitting

	☐
	Lone working on a regular basis
	☐
	Restricted postural change – prolonged standing

	☐
	Night work
	☐
	Regular/repetitive bending/ squatting/ kneeling/crouching

	
	Rotating shift work
	☐
	Manual cleaning/ domestic duties

	☐
	Working on/ or near a road
	☐
	Regular work outdoors

	
	Significant use of computers (display screen equipment)
	☐
	Work with vulnerable children or vulnerable adults

	☐
	Undertaking repetitive tasks
	☐
	Working with challenging behaviours

	
	Continual telephone use (call centres)
	☐
	Regular work with skin irritants/ allergens

	☐
	Work requiring hearing protection (exposure to noise above action levels)
	☐
	Regular work with respiratory irritants/ allergens (exposure to dust, fumes, chemicals, fibres)

	☐
	Work requiring respirators or masks
	☐
	Work with vibrating tools/ machinery

	☐
	Work involving food handling
	☐
	Work with waste, refuse

	☐
	Potential exposure to blood or bodily fluids
	
	Face-to-face contact with members of the public


	☐
	Other (please specify): 
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