Job Summary

	Post Title
	Customer & Correspondence officer
	Proposed Pay Grade
	Grade 5

	Directorate 

Service Area
	Communities

Highways and Technical Services
	Line Manager
	Highways Community Liaison Manager

	Post Number/s
(for existing posts)
	N/A TUPE role from Ringway Jacobs
	Work Location
	Mobile, Countywide Walton Street and Depots based in Aylesbury, Amersham and Handy Cross.

	Work style
(Delete as applicable)
	Mobile 
	Job Family
&
Role Profile
	Customer and Community Engagement Role profile. 

	DBS Check Required?
(Delete as applicable)
	NO 

If YES state level of DBS required:
Basic/ Standard / Enhanced with Barring check / Enhanced without Barring check

	Politically Restricted Post?
(Delete as applicable)
	Yes – Sensitive

The Local Government and Housing Act 1989 prevents certain officers from taking part in political activities, such as holding office as a local councillor.
There are broadly two categories of restricted posts:
Posts which are ‘specified’ as per Section 2(1) of the LGHA 1989 and Posts which are ‘sensitive’, which means that they are politically restricted by virtue of the nature of the role, rather than the job title.



	Job Purpose and Job Context

	The Customer and Correspondence Officer will be the first point of contact for the alliance to manage correspondence. This will also include; complaints, MP, VIP and Freedom of Information requests across the business. The role will facilitate and support the Council in engaging with customers and communities within the Highways service.
The post holder will proactively seek to understand the needs and expectations of customers drafting and facilitating responses to correspondence, that agreed timescales are achieved across the alliance partners and to ensure that we are satisfying the customer, MP, VIP and Freedom of Information requests within our responses.. The post holder will also analyse the complaint volumes monthly for trends and produce a monthly report of Complaints and FOI data to report into operations board. 

As a member of the Network Strategy and Management team the officer will work with the Highways hub staff – Highways leads and Area and assistant inspectors on responses that go out to highway users, this may include letter drops, contacting customers with updates and other customer duties, statutory letters, complaints, member and MP enquiries. The role will also be responsible for Freedom of Information requests and data gathering to improve the Highways service public perception.

They will also build excellent relationships with operations teams to clearly understand the services delivered, alliance partners Atkins Realis, other Highways teams to ensure a one team approach is given to those reporting issues to us.

The post holder will also review Fix My Street standard response on a scheduled basis for improvements and aid new process to ease how the public contact Highways which include website improvements, FAQ’s and application processes. 

The ability to collaborate with team members across all business areas, maintain effective relationships, and attention to detail are essential to the success of this role.


	Main Responsibilities and Duties

	This section should outline key outputs of the role and should provide some specific examples of role profile accountability.  
· To ensure that all enquiries, stage 1 complaints, freedom of Information requests and VIP enquiries are recorded and tracked, draft responses provided within timescale and commitments tracked and managed.
· Be familiar with and understand the importance of the Enquiries process and requirements of performance indicators.
· Enter all responses onto the online asset management system for completeness of file record.
· To liaise with relevant team members to ensure all follow-up actions promised in responses are completed.
· Work in partnership with Buckinghamshire Council to capture trends in customer perception.
· Perform analysis of enquiries received using the ‘Alloy’ asset management system, identifying areas for improvement.
· Perform analysis of locations where there is highest risk of negative perceptions, customer complaints or most inconvenience and, working with the Buckinghamshire Council teams, develop communications forward plans to mitigate such issues through analysis carried out monthly.
· Working with the Network Operations Manager to establish necessary improvement projects.
· Analyse customer related performance indicators to establish areas for improvement which includes       making sensible and practical recommendations for improvements to systems and procedures which are reviewed on a regular basis the contribution you make to the results of the organization, seeking ways to improve efficiency.
· Management reporting for monthly senior leadership meetings. 
· Ensure that information provided by the Contract with BBLP and Atkins Realis alliance partners is informed by actual service delivery to pre-empt enquiries.
· Undertake other duties as may be reasonably required from time to time.
· Promotes a customer centric culture while delivering continual efficiencies and service improvements which includes working with and having regular meetings with the corporate complaints team and the customer contact centre to drive improvement and identify trends and patterns.
· Act as a business-partner to their customers, anticipating their needs and identifying new ways to collaborate. Displays integrity and ethical conduct at all times. 
· Putting the customer at the heart of our thinking and actions in all that we do. Accountable for their action.

	Accountability

	· If this role manages a budget please state the size of the budget: N/A no budget
· If this role monitors a budget please state the size of the budget: N/A no budget
· How many direct reports does this job have in its reporting line? Please also indicate the grade/range of the direct reports and which legacy organisation’s terms this relates to. 0
· How many indirect reports does this job have in its reporting line? 0

	Scope for forward planning and deadlines

		Planning & deadline requirements (tick all that apply):
	P
	Provide Job Specific Examples

	Up to 3 months
	P
	Carry out planning on complaints, FOI, MP and VIP enquiries to keep up with SLA’s

	1 year
	P
	Working with Corporate complaints team to look at streamlining processes and trends.

	3-5 years
	
	N/A




	Values and Behaviours

	We expect your values and behaviours to reflect the values of the organisation:
Proud 
· Perform to your best every day
· Cares about delivering the role and setting high standards
· Upholds the reputation of the service and the wider Council 
Ambitious 
· Ambitious to learn, develop and fulfil potential
· Ambitious to do things better 
· Solution focused looking for suitable resolutions
Collaborative 
· Effectively engages with others sharing ideas and solutions
· Able to look at things from different perspectives
· Happy to work with others to achieve outcomes
Trustworthy 
· Accountable for actions
· Behaves professionally and to professional standards
· Quick to respond and show initiative



The following criteria will be assessed from information provided on your completed application form, during the shortlisting and assessment process, and from your references.
	Knowledge, Skills and Experience 
(use job family to complete)
	Job Specific Examples
	Essential
	Desirable

	In depth knowledge of relevant policies, procedures, regulations, codes of practice, required outputs and a working knowledge of other relevant Council areas.

	Ensuring Ombudsman awareness and protocols are understood and managed, Workin knowledge of other Council teams is critical to enable us to fully respond to the customer, MP or VIP (Members) requests and questions fully.
	P
	

	Authoritative knowledge of relevant systems, policies, regulations, professional guidelines and legislation relevant to the specialist work area
	This includes FOI guidelines, GDPR guidelines to ensure they are being adhered to by the Highway Alliance.
	P
	

	Excellent customer service skills, with experience of resolving escalated customer enquires in the specialist service area.
	Key to have excellent customer skills to contact customer directly to resolve areas of sometimes complex dissatisfaction as part of the Highways Alliance, this would also include explaining specialist Highway areas into layman’s terms.
	P
	

	Good ICT skills - including use of Microsoft applications and specialist systems.
	Good IT skills to manage trackers for information, picking up IT systems in pace for asset management within Highways as well as skills on mail merges, reports writing and analysing data.
	P
	

	Good communication and interpersonal skills with the ability to engage effectively with a range of audiences and explain specialist information in away which a non-specialist can understand.

	This may include meeting MP and updating members with briefing notes, contacting customers and communicating using methods that could prove political.
	P
	

	Good planning and organisational skills, with proven ability to prioritise and co-ordinate workloads, monitor and evaluate work, to ensure deadlines
are achieved.

	With Highways being a source of High profile engagement, its key that the post holder can plan and organise the alliance to ensure that customer satisfaction is met, timescales set by corporate governance and manage calendars and other alliance partners timescales and workload.
	P
	

	
	
	
	

	Qualifications 
	Essential
	Desirable

	· Broad experience within a service or a related area, with evidence of appropriate level of knowledge, including wider sector / external influences. ESSENTIAL
· Authoritative knowledge of relevant systems, regulations, legislation, best practice, policies and procedures, including health and safety. ESSENTIAL
· Good knowledge of other areas of the authority and external partners. ESSENTIAL
· Excellent written and verbal communication, interpersonal and presentation skills, able to explain technical / legal / compliance issues clearly. ESSENTIAL
· Proven ability to negotiate with, persuade and influence others. DESIRABLE
· Excellent ICT skills. ESSENTIAL
· Proven ability to conduct formal interviews and / or take legal statements.
· Research, investigation and analysis skills. DESIRABLE
· Numerate and accurate with good attention to detail. ESSENTIAL
· Good planning and organisational skills, with proven ability to prioritise and co-ordinate varied workload, monitor and evaluate work, to ensure deadlines are met. ESSENTIAL
· Experience in the use of specialist equipment / systems / techniques relevant to the role. This includes Alloy and Confirm ESSENTIAL
· Educated to NVQ 4 / HND / BTEC / degree standard or equivalent. DESIRABLE
· Relevant professional / vocational qualification. DESIRABLE
· Proven initiative and judgement to identify and resolve problems. ESSENTIAL

	











	












	
	
	

	Other Requirements
	Essential
	Desirable

	A full driving license required to be able to carry out the role (tick as appropriate)
	Y
	

	Where the role is customer-facing and the post holder is required to speak to members of the public, the ability to converse at ease with customers and provide advice in accurate spoken English is essential for the post.
	Y

	This post is covered by the Rehabilitation of Offenders Act 1974 and therefore applicants are required to declare: 
• All unspent cautions and/or unspent convictions 
For further information on how long it takes for cautions and convictions cautions to become spent, please refer to our guide on the Rehabilitation of Offenders Act 1974 (updated 2023) | Nacro
	























	This job summary is not intended to be exhaustive and it is likely that duties may be altered from time to time in the light of changing circumstances, in discussion with the post holder.  This job summary is intended to provide a broad outline of the main responsibilities only.  The post holder will need to be flexible in developing the role with initial and ongoing discussions with the designated manager.







