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	Department:


	Health & Well-being

	Section:
	Sport & Recreation

	Location:
	As required

	Post:
	Customer Services Assistant/receptionist

	Grade:
	Band  C  SCP 3-4

	Job Evaluation Ref No:
	261-299


	Responsible for:
	Customer Services

	
	

	Responsible to:


	Operations Manager


Job Purpose:

	1.
	To work as part of a team of Customer Services Assistants providing front of house services to Library and Leisure facility customers as well as undertaking administrative clerical and financial duties, as directed, in order to ensure the efficient operation of our services.

As a member of the Customer Services Team contribute to the general development and delivery of the service.


Responsibilities/Main Duties:

	2
	Ensure the effective utilisation of resources in line with the Councils’ financial regulations, ensuring that budgets are adhered to and that value for money is achieved.



	3.
	Maintain a high-quality, efficient, courteous and helpful standard of service for all service users.



	4.


	Undertake all operations necessary for the continued effectiveness and safe delivery of the service, including the efficient operation of reception duties.



	5.
	Undertake appropriate administrative, clerical, statistical and daily financial routines, and maintain all records to comply with designated requirements 



	6.
	To welcome customers to the facility, take payments and direct customers to the appropriate service/facility.



	7.
	To issue till receipts for all sales and account for all income received, in accordance with set procedures and financial regulations.



	8.
	Receive lost property and follow the set procedures for recording and storing lost property items.



	9.


	To play an active part in the sales and membership process, to be aware of monthly targets

	10.


	As a member of the Customer Services Team contribute to the development of the service, including service planning.



	11.
	Maintain service awareness and personal development, as required. 



	12.
	To maintain the reception area ensuring it is clean and tidy, that all publicity material on display is relevant and up to date.



	13.
	To promote the library and leisure centre and encourage use of its facilities and services at all times.



	14.


	Ensure Sefton Council’s Equal Opportunities policies are implemented and promoted.

	15
	Ensure compliance with Health and Safety Regulations and rules of management at all times. All staff are responsible for the implementation of the Health and Safety Policy in so far as it affects them, their colleagues and others who may be affected by their work. The post holder is expected to monitor the effectiveness of the Health and Safety arrangements and systems to promote appropriate improvements where necessary.




Methods of Working:

The post holder will:

	16.
	Be expected to adopt a participative style of behaviour, underpinned by strong interpersonal skills that encourage, create and maintain a vibrant and effective workforce.



	17.
	Be expected to exhibit the highest standards of professional behaviour, creating harmonious working relationships across all areas based on mutual trust and respect.



	18.
	Be expected to undertake any necessary training associated with the duties of the post.



	19.
	Be expected to use appropriate management information systems and information technology systems whilst maintaining confidentiality and observing data protection guidelines.



	20.
	Be expected to take an active part in appraising their own work against agreed priorities and targets, in accordance with the Department’s performance management review protocol.




Organisational Structure

         (Currently Under Review).

Person Specification

         (See attached guide).

Special Conditions *

General Conditions

1) *This post will involve evening, week-end and bank holiday work, which will be integrated into the operational rota.

2) *Due to the nature of the work involving working with children and vulnerable adults this post is exempt from the provision of the Rehabilitation Offenders Act 1974 by virtue of the ROA 1974.

3) The council operates a no-smoking policy.

4) This job description is a representative document.  Other reasonably similar duties may be allocated from time to time, commensurate with the general character and grading of the post.

5) All staff are responsible for the implementation of the Health & Safety Policy as far as it affects them, colleagues and others who may be affected by their work.  The post holder is also expected to monitor the effectiveness of the health and safety arrangements and systems to ensure appropriate improvements are made where necessary.

6) The Authority has an approved equality policy in employment and copies are freely available to all employees.  The post holder will be expected to comply, observe and promote the equality policies of the Council.

7) Since confidential information is involved with the duties of this post, the post holder will be required to exercise discretion at all times and to observe relevant codes of practice and legislation in relation to data protection and personal information.

8)  The person appointed will be expected to work flexibly and the exact nature of the duties described above is subject to periodic review and is liable to change.
Note:   Where the post holder is disabled, every effort will be made to support all necessary aids, adaptations or equipment to allow them to carry out all the duties of the job.  

	Prepared by:
	Mike Riley

	
	

	Designation:
	Senior Operations Manager

	
	

	Date:
	July 2017


Revised Customer Services Assistant JD and PS - July 2017
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	Department:


	Leisure Services

	Section:
	Sport & Recreation

	Location:
	As required

	Post:
	Customer Services Assistant

	Grade:
	Band  C  SCP 3-4 

	Job Evaluation Ref No.
	261-299




* Candidates suitability will be measured by assessment in the following ways;
A – Application :  I – Interview :  R – References :  X - Interview Exercise(s) C – Certificate 

	
	Criteria
	Essential
	Desirable
	Assessment

	
	Experience;
	
	
	

	1
	Customer-focussed operations.


	
	
	A,I

	2
	Using appropriate IT systems and programmes


	
	
	A,I

	3
	Communicating effectively with a whole range of customers and age groups


	
	
	A,I

	4
	Working in a multi faceted facility


	
	
	A,I

	
	Knowledge of

	5
	Able to demonstrate a knowledge and understanding of Health and Safety principles, procedures and good practice in leisure facilities.
	
	
	A,I

	6
	knowledge and understanding of  
customer care principals, procedures and good practice. 


	
	
	A,I

	7


	Good level of numeracy
	
	
	A,I

	
	Skills
	
	
	

	8
	Ability to operate the EPOS and membership systems as required.
	
	
	A,I

	9
	Ability to answer the phone quickly and efficiently in a friendly, corporate manner.


	
	
	A,I

	10
	Ability to work under pressure, maintaining a polite and calm 
manner for the customers.


	
	
	A,I

	11
	Ability to work cohesively as part of a team.


	
	
	A,I


	
	Criteria
	Essential
	Desirable
	Assessment

	
	Skills
	
	
	

	12
	To be self-motivated in dealing with customers in a friendly, approachable manner.


	
	
	A,I

	13
	Have a pleasant, approachable demeanour with the ability to respond to questions and queries.

	
	
	A,I

	14
	The ability to retain information regarding the facilities and programmes on offer and to impart this information as and when 
required to customers.


	
	
	A,I

	
	Qualifications
	
	
	

	15
	NVQ 2 or equivalent in customers services


	
	
	A,I

	16
	Welcome host course/certificate


	
	
	A,I

	
	Other
	
	
	

	17
	Attend courses and training as directed by your manager.


	
	
	A,I

	18
	Ability to promote the image of the Council and the brand of Sport and Recreation.


	
	
	A,I


	Prepared by:
	Mike Riley

	
	

	Designation:
	Senior Operations Manager

	
	

	Date:
	April 2017


Revised Customer Services Assistant JD and PS July 2017
FORM JA1 – JOB ANALYSIS : ASSESSMENT OF DEMANDS ON INDIVIDUALS

	Job :
	Customer Services Assistant
	Name of post holder (where known/applicable):
	

	Dept./Service:
	Leisure Services
	Location/address:
	As required

	Form completed by:

 (name & position)
	Mike Riley Senior Operations Manager
	Date:
	July 2017


	
Significant Demands Associated with the Job
	Insignificant/

Not applicable
	Indicative Level of Significance 

 Low


              High

	
	
	1
	2
	3
	4
	5

	A - PHYSICAL REQUIREMENTS:
	
	
	
	
	
	

	1 - Exertion (other than lifting) - specify; potential during site work
	
	
	
	
	
	


	2 - Lifting – *HSE guideline maximums
	
	
	
	
	*
	

	3 - Repetitive movements – specify (upper limb, lower limb, etc):


	
	
	
	
	
	

	4 - Prolonged sitting, standing or static posture
	
	
	
	
	
	

	5 - Bending, stooping, twisting or stretching
	
	
	
	
	
	

	6 - Climbing stairs
	
	
	
	
	
	

	7 - Use of ladders, scaffolding, other equipment or tasks requiring good balance
	
	
	
	
	
	

	8 - Use of respiratory protective equipment
	
	
	
	
	
	

	9 - Precise hand co-ordination/dexterity
	
	
	
	
	
	

	B - SENSORY REQUIREMENTS:
	
	
	
	
	
	

	1 - Sensory work with colours/requirements to distinguish perception of fine visual detail/good visual performance
	
	
	
	
	
	

	2 - Auditory performance (hearing)
	
	
	
	
	
	

	C - CONTACT/EXPOSURES:
	
	
	
	
	
	

	1 - Exposure to high noise levels – *1st Action Level, + 2nd Action Level or Peak Action Level
	
	
	
	*
	+
	

	2 - Contact with body fluids
	
	
	
	
	
	

	3 – Contact with food/drink
	
	
	
	
	
	

	4 – Contact with animals
	
	
	
	
	
	

	5 - Contact with potentially infectious micro-organisms - specify;  potential exposures during site work and from visiting clients
	
	
	
	
	
	

	6 - Exposure to hazardous substances, including sensitisers - specify the substance(s) and whether exposure is via inhalation, ingestion or skin contact; potential exposures during site work

* Occupational Exposure Standard (OES)

+ Maximum Exposure Limit (MEL)
	
	
	
	*
	+
	

	7 - Contact with vibrating surfaces/equipment
	
	
	
	
	
	

	D - PHYSICAL CONDITIONS:
	
	
	
	
	
	

	1 - Work at height (above 2 metres)
	
	
	
	
	
	

	2 - Work below ground
	
	
	
	
	
	

	3 - Work under high/low air pressures
	
	
	
	
	
	

	4 - Adverse weather/temperatures
	
	
	
	
	
	

	5 - Work in confined spaces
	
	
	
	
	
	

	6 – Lone working (see also F7, overpage) 
	
	
	
	
	
	


	Significant Demands Associated with the Job
	Insignificant/

Not

 applicable
	Indicative Level of Significance

 Low

                            High

	
	
	1
	2
	3
	4
	5

	E – EQUIPMENT: 
	
	
	
	
	
	

	1 - Driving – specify (car, PCV, HGV, motorcycle, other);         
	
	
	
	
	
	

	2 - Use of mechanical equipment
	
	
	
	
	
	

	3 - Use of visual display equipment (see Sefton’s criteria for classification of display screen users)
	
	
	
	
	
	


	F - NON-PHYSICAL DEMANDS:
	
	
	
	
	
	

	1 - Managerial responsibilities (accountabilities/planning)
	
	
	
	
	
	

	2 - Decision making
	
	
	
	
	
	

	3 - Responsibility for resources – specify; 
	
	
	
	
	
	

	4 - Work under pressures of time/service delivery
	
	
	
	
	
	

	5 – Nightwork
	
	
	
	
	
	

	6 - On call/irregular/unpredictable hours/shift work/
	
	
	
	
	
	

	7 – Lone working (psychological demands & lack of immediate support)
	
	
	
	
	
	

	8 – Limited management and/or organisational support
	
	
	
	
	
	

	9 – Limited professional support from colleagues and peers
	
	
	
	
	
	

	10 – Deep concentration and/or concentration for long periods of time
	
	
	
	
	
	

	11 - Contact with client/customer group
	
	
	
	
	
	

	12 - Responsibility for people: specify (staff, clients, customers etc); 
	
	
	
	
	
	

	13 - Contact with potentially abusive/violent clients or others
	
	
	
	
	
	

	14 – Exposure to emotionally or psychologically demanding situations
	
	
	
	
	
	

	15 - Work with limited/restricted resources
	
	
	
	
	
	

	16 - Potential for poor results given the level of effort/hope/input
	
	
	
	
	
	

	17 – Inappropriate working conditions/environment given the nature of tasks e.g. noise, temperature, lighting, distractions, etc.
	
	
	
	
	
	

	18 – Limited control over pace of work, work patterns, working conditions, rest breaks and interruptions
	
	
	
	
	
	

	19 - Specialist knowledge/skills
	
	
	
	
	
	

	20 – Need to undertake new or other tasks that may potentially be  outside existing competencies
	
	
	
	
	
	

	21 - Mundane or routine tasks
	
	
	
	
	
	

	22 – Limited scope for development and use of initiative
	
	
	
	
	
	

	23 – Potential for lack of clarity over own job role, conflicting demands and expectations, poor understanding of job role by others
	
	
	
	
	
	

	24 – Potential for change in job role, reporting lines, team structures, job demands, etc
	
	
	
	
	
	

	25 – It is not realistic to assess the potential for inappropriate interpersonal behaviours or the management styles of individuals using this format.  However, there are expectations:

For behaviours to be supportive (both generally and in response to  individual needs), to avoid conflict and to promote fairness.

That anyone with genuine reason to believe that inappropriate behaviours may be occurring can report them without fear of detriment (note that malicious reporting would itself be treated as inappropriate behaviour).

That reports can be made through an appropriate route given the nature of the concerns (e.g. it is not necessary to always use line management channels).

That appropriate investigations will be undertaken as soon as there is reason to believe that inappropriate behaviours have occurred, or are occurring, and that these investigations will culminate in appropriate remedial actions without delay. 

	G – OTHER (include any demands that are peculiar to the job): 
	
	
	
	
	
	

	1 -
	
	
	
	
	
	

	2 -
	
	
	
	
	
	

	3 -
	
	
	
	
	
	

	4 -
	
	
	
	
	
	

	5 -
	
	
	
	
	
	

	6 – 
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