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JOB DESCRIPTION

	Post
	Customer Services Assistants



	Ref
	S130/09


	Date of JD
	November 2008



	Salary (£)
	Band 3, £15,570 - £16,665 per annum pro-rata



	Directorate
	Information Services



	Unit 
	Customer Services Unit



	Reports to
	Head of Customer Services or their designated nominee



	Location
	The appointee will be based at one of the College main campuses but will be required to be available for work at any of the College campuses as required.



	Total hours of work
	These posts are to provide part-time administration support during the year, primarily to assist during peak times i.e.

Mid July – end November

January & February

During these months staff will be working up to a maximum of 36 hours per week. However staff will be offered up to a maximum of 5 days per month during the remaining months. 



	Work pattern
	Monday to Thursday 8.45 am to 5.00 pm and Friday 8.45 am to 3.30 pm.  Hours may vary to suit the requirements of the post from time to time. The College operates a flexi-time policy and hours may vary to suit the requirements of the post which may include evening cover.




JOB PURPOSE

To provide a quality Customer Services provision for the efficient and effective running of the College during high demand business periods.

MAIN DUTIES AND RESPONSIBILITIES

	1
	To provide administrative and customer services support to all internal and external customers and clients 

	2
	Dealing with customer enquiries and providing general and course information.



	3
	Processing of course enrolments by telephone, face to face and electronic enquiries.



	4
	Provide information on courses available within the College and make appropriate referrals for enquiries



	5
	Assist with college enrolment sessions and arrangements for student interviews.



	6
	Administration associated with the transfer of student from enquiry stage to enrolment stage 



	7
	Participate in all aspects of the full time and part time admission and enrolment processes to include the production of student ID cards.



	8
	Data input to the College Information System ie student admissions, enrolments, and, in line with College policies and procedures, ensure that records are up to date and accurate



	9
	Assist in the effective and efficient operation of the College’s switchboard and telephone system.



	10
	Carry out general administration duties including reception work, reprographics, dealing with incoming and outgoing mail and maintaining an electronic and manual filing system.



	11
	Utilise the full range of the Microsoft packages to aid document management and retrieval – eg databases and spreadsheets to manage and provide information.



	12
	Assist other members of the Customer Services team as and when required.




GLPC Factors

	Job Requirement



	Supervision of Staff:
	The post-holder will have no supervisory responsibility other than assisting in work familiarisation of new recruits.

	Creativity and Innovation:
	The post holder will operate within the Operational Guidelines of the College.  However there will be a requirement to show creativity in dealing with routine problems. 

	Contacts/ Relationships:
	The post holder will be in regular contact with customers, staff etc.  Often this contact will involve dealing with queries which are not straightforward

	Decisions:

Discretion:

Consequences:
	The post holder will operate within defined rules and procedures and therefore any decisions will be within these procedures. 

Decisions made may have a material impact a material effect on the internal operation of the post-holders department. 

	Resources:
	The post holder will have responsibility for the accurate handling of small sums of cash. 

	Work Environment



	Work Demands:

	The post holder will be subject to interruption but there will not be any significant change to the programme. 

	Physical Demands:
	Work will be office-based and will require normal physical effort 

	Working Conditions:
	Work will largely be in an office environment which will be heated, lit and ventilated.  

	Work Context:

	Work will be office-based and will involve minimal risk to personal safety

	Knowledge & Skills



	Knowledge & Skills:
	The post holder will require a good standard of practical knowledge and skills in the area of customer service/administration. 


NOTES
1. 
This is a description of the job as it is at present constituted.  The duties and responsibilities are intended to give a broad indication of the variety of tasks the post holder may be asked to undertake.  It should be noted that a job description is not an exhaustive list of activities and staff may be asked to carry out duties commensurate with the grade of the post.  The job description may also be amended to take account of changed circumstances, and staff will be consulted when this is necessary. It is the College’s aim to reach agreement to reasonable changes, but if agreement is not possible, the College reserves the right to insist on changes to a job description after consultation with the post holder.

2.
In carrying out the duties and responsibilities of the post it is expected that the post holder will do so in accordance with the College Ethos and Equal Opportunities Policy.

3.
This is a post which is governed by The Protection of Children and Vulnerable Adults (Northern Ireland) Order 2003.  Before appointing anyone to this post, it is policy to ask for the relevant check to be carried out by the Department of Health, Social Services and Public Safety (DHSSPS). 

4.
The College operates a no smoking policy and all staff are expected to adhere to this.

5.
In order to deliver its objectives, the College has developed to the following set of values and all staff expected to work within these;

· demonstrate integrity, openness and fairness at all times

· adopt an assertive approach to ‘selling’ and ‘defending’ the College

· demonstrate a commitment to achieving the highest possible standards and establish a culture of continuous improvement

· respect diversity and promote equality of opportunity for all

· respect staff, students and clients by contributing to their physical, mental and intellectual well-being

· secure value for money in everything it does

· encourage awareness of the global environment 

· stretch its boundaries in search of new opportunities for individuals, communities and companies.

6. All staff at Principal Lecturer Level and above (including equivalent staff on NJC Terms & Conditions) are required to participate in evening and holiday cover rotas as required.

7. All Staff are required to contribute to a healthy and safe working environment and to adhere to all health and safety regulations and College policies. In addition, as a Head of Department, you are required to contribute to developing a culture that is conducive to good health, safety and security practices.

8. All staff have a responsibility for ensuring that risks are managed at College, team and individual level.  This process will include the assessment and effective control of all acceptable risk situations. However, as a Head of Department you will be required to maintain a high level of awareness and assist in the process of reporting incidents, assessing risks and reporting unsafe occurrences and co-operate with any investigations undertaken.

9. All Budget holders will be responsible for ensuring the delivery of a balanced budget across their area of responsibility, including the delivery of any agreed cost improvement programmes.
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Selection Criteria

Customer Services – Customer Services Assistant

Essential Assessment Criteria

1. 5 GCSEs (Grades A-C) or equivalent which must include English Language and Mathematics AND 1 year’s administrative/customer services/sales experience   

OR

NVQ Level 2 in Administration or Customer Service or related subject area AND GCSE English Language and Mathematics (Grades A-C) or equivalent AND 1 year’s administrative/customer services/sales experience   

OR

At least 3 years’ administrative/customer services/sales experience

2. A minimum of OCR Word Processing Stage II (Parts 1 and 2) OR ECDL 

3. Excellent written and oral communication skills

Desirable Assessment Criteria

1. At least one year’s experience in a sales environment

2. At least one year’s experience in a customer services/reception environment

The above are minimum criteria.  These may be enhanced at the discretion of the Selection Panel.

SOUTH EASTERN REGIONAL COLLEGE
APPLICATION FORM – PART A

	Name of Applicant:
	


	Closing Date:
	No later than 12 noon on Friday 10 July 2009

	Post:
	Customer Service Assistant
	Ref:
	S130 /09

	Location:
	All campuses






RETURN TO:





Human Resources
South Eastern Regional College

Victoria Avenue

Newtownards

BT23 7ED
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APPLICATION FORM - PART A
	PERSONAL INFORMATION



	Surname:
	
	Forename(s):   
	

	
	
	
	(underline name used)

	Title:
Mr/Mrs/Miss/Ms/Dr/Rev/Other (circle as appropriate)

	

	Address:
	

	
	Postcode:
	

	

	Address for Correspondence (if different from above):

	

	
	Postcode:
	

	  

	Home No:
	
	Business (inc ext):
	

	

	Mobile:
	
	Email Address:
	

	

	National Insurance No:
	
	
	
	
	
	
	
	

	

	Do you have/require a Work Permit?
	
	Yes
	
	No

	If yes, Work Permit number if available:
	

	

	REFERENCES 



	Please give the names of two referees, (excluding relatives) from whom the College may obtain further information in relation to your application.  If in employment one should be your line manager or next in line who can comment on your work.

You should obtain prior consent of referees before using their names.

	

	Name:
	
	Name:
	

	Address:
	
	Address:
	

	
	
	
	

	Postcode:
	
	Postcode:
	

	Email Address:
	
	Email Address:
	

	Contact No:
	
	Contact No:
	


The College reserves the right to contact previous employers relating to employment with Children/Vulnerable Adults.

Please note: Referees will not be contacted until after interviews have taken place

	EMPLOYMENT HISTORY – PRESENT POST



	

	Employer Name:
	
	Period of Notice:
	

	
	
	
	

	Employer Address:
	
	Salary/Wage:
	

	
	
	
	

	
	
	Job Dept/Location:
	

	
	
	
	

	
	
	Start Date:
	

	
	
	
	

	Job Title:
	
	Reason for Leaving:
	

	
	
	
	

	Principle Duties of Present Post:

	

	

	

	

	

	

	

	EMPLOYMENT HISTORY – PREVIOUS POSTS



	

	Please list all your previous posts beginning with the most recent including periods out of employment and any training.



	Name and Address

of Employer
	Period of Employment
	Reason for Leaving
	Position/Grade and Duties

	
	From

(dd/mm/yy)
	To

(dd/mm/yy)
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	DRIVING/TRANSPORT



	

	Do you hold a current full driving licence valid in the UK? 

	
	Yes
	
	No

	If required, do you have access to a car, or a form of transport which will enable you to undertake the duties of the post?
	
	Yes
	
	No

	

	

	INTERVIEW/ASSESSMENT ARRANGEMENTS



	

	Do you have any disability which would require special 

arrangements to be made if invited for assessment/interview?
	
	Yes
	
	No

	

	Please give any dates you are unavailable for interview/assessment (this is for information only and the College is not obliged to take this into consideration when making arrangements)



	

	CHECKLIST



	Have you completed the following:

· Part A of the Application Form

· Part B of Application Form

· Equal Opportunities Monitoring Questionnaire



	DECLARATION



	I certify that the information supplied by me in Parts A and B of this application is accurate and correct.  If appointed and at any later date it is found to be incorrect or false, disciplinary action will be taken and I could be dismissed.

· I understand that prior to appointment the College must have satisfactory references, health assessment and POCVA checks and I agree to any necessary enquiries being made

· I will  show formal identification  and evidence of qualifications if required

· I understand that canvassing will disqualify me from the selection process for this

            post

· I authorise Line Management to access my contact details if necessary



	Signature of applicant:
	
	Date:
	

	

	

	Please indicate how you became aware of this vacancy:

	

	Belfast Telegraph
	
	Nijobs.com
	
	Internal College Trawl
	

	
	
	
	

	SERC Website
	
	Other, please specify:
	

	
	
	
	


	EQUAL OPPORTUNITITES MONITORING QUESTIONNAIRE




The information we provide will be treated as confidential. This monitoring form must be returned with your application

1
FAIR EMPLOYMENT MONITORING
SERC has a legal duty to community background under the Fair Employment and Treatment (NI) Order 1998.  Regardless of whether we practice our religion, most of us in Northern Ireland are seen as belonging to either the Protestant or Roman Catholic Community.  We are therefore asking you to indicate your community background by ticking the appropriate box below.


I am a member of the Protestant Community



I am a member of the Roman Catholic Community




I am a member of neither the Protestant or Roman Catholic Community


2
GENDER

Male



Female

3
AGE


Day 

        Month 

            Year

4
MARITAL STATUS
 (Please tick only one box to reflect your current status)





Single



Married





(Never Married)

           (First Marriage)






Widowed


Divorced





Re-Married


Separated









(But still Legally Married)

5
POLITICAL  OPINION



Unionist
   

 Nationalist
                 Other


6
RACIAL GROUP




Bangladeshi


Irish Traveller

Black   African



Mixed Ethnic Group  

Black Caribbean

Pakistani



Black Other


White



Chinese


Indian



Any other Ethnic Group 

7
DISABILITY

Under the Disability Discrimination Act 1995 a person is considered to have a disability if he/she has a physical or mental impairment which has a substantial and long term adverse effect on the individual’s ability to carry out normal day to day activities.



Do you consider that you have such a disability?
Yes

   

No

If “YES” please indicate the nature of your disability by ticking the appropriate box(s)


Mobility




Speech







Vision





Dexterity/Co-Ordination



Psychiatric/Mental



Learning

Hearing 




Other Please Specify      

8
SEXUAL ORIENTATION

Under the Employment Equality (Sexual Orientation) Regulations (NI) 2003 sexual

orientation means a sexual orientation towards:

Persons of the same sex (this covers gay men and lesbians)

Persons of the opposite sex (this covers heterosexual men and women)

Persons of both sexes (this covers bisexual men & women)

In relation to the above definition please indicate your sexual orientation by ticking the appropriate box below


Heterosexual



Lesbian


Bisexual


Gay




I do not wish to answer this question 

9
DEPENDENTS


Do you look after, or give help or support to:

Family members, friends, neighbours or dependents because of a long term physical or mental health problem or an issue related to old age











Yes                  No
No


Dependents as regards young people/children?


Yes

No

NATIONAL INSURANCE NUMBER  

THANK YOU FOR YOUR CO-OPERATION.  THIS INFORMATION IS COLLECTED FOR THE PURPOSES OF SECTION 75 OF THE NORTHERN IRELAND ACT 1988


OFFICE USE ONLY

       



Monitoring Ref:
S130/09 -




SOUTH EASTERN REGIONAL COLLEGE

	Application for post of:
	Customer Service Assistant
	Applicant No:
	S130/09 -


The short listing will be based solely on the information you supply in this part.

APPLICATION FORM - PART B

	ESSENTIAL CRITERION 1




Do you have 5 GCSE’s (Grades A-C) or equivalent that includes English Language and Mathematics?
Yes/No

Please give exact details below, including dates:

	Full Title of Qualification 
	Level eg GCSE / RSA Stage 2 / OCR Intermediate etc
	Date Awarded 
	Awarding Body
	Grade

	
	
	
	
	


AND 

1 year’s administrative/ customer services/sales experience?
Please give exact details below, including dates?
	

	


OR

NVQ Level 2 in Administration or Customer Service or related subject area?

Please give details below including dates?

	

	


 AND 
GCSE English Language and Mathematics (Grades A-C) or equivalent?

Please give details below including dates?

	

	


AND

1 year’s administrative/customer services/sales experience?

Please give details below including dates:
	

	


OR

At least 3 years’ administrative/customer services/sales experience?
Please give details below including dates:

	

	


	ESSENTIAL CRITERION 2




Do you have a minimum of OCR Word Processing Stage 2 (parts 1 and 2) or EDCL?
Yes/No

Please give exact details below:
	

	

	ESSENTIAL CRITERION 3




Can you demonstrate excellent written and oral communication skills?

Yes/No

Please demonstrate below:

	

	


	DESIRABLE CRITERION 1




Do you have at least one year’s experience in a sales environment?

Yes/No

Please give exact details below, including dates:
	

	


	DESIRABLE CRITERION 2




Do you have at least one year’s experience in a customer services/reception environment?

Yes/No

Please give exact details below, including dates:
	

	


