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Customer Service Assistant (in our Visitor Centre)
Land based

	Responsible to:

	Visitor Centre Team Leader

	Responsible for:

	N/A

	Grade of post:

	Grade 2 SP 11

	Hours of work:

	Variable Hours 

	Work location:

	Rodbaston College 

	Code:
	HR2526-080



	Job Purpose:  

The Customer Service Assistant will work with their Line Manager to ensure that South Staffordshire College is recognised for excellence in all that it does. The post holder will make a major contribution to the delivery of its agreed purpose and underpinning values. The post of Customer Service Assistant is an important role within the Visitor Centre with the aim of delivering outstanding customer service to both internal and external clients. 




Key Duties & Responsibilities

1. To carry out all duties relating to receiving customers at the Visitor Centre
2. To assist in the provision of food and beverages
3. To maintain the internal and external premises to an excellent standard
4. To effectively operate all monetary financial transactions
5. To actively assist with the promotion and development of the Visitor Centre
6. To undertake any other appropriate duties as requested.  It must be recognised that the Visitor Centre unit is still in the process of development and expansion and the exact nature of the duties may alter in time

Other Duties and Responsibilities 

· To carry out all duties in accordance with the College’s Health and Safety, Safeguarding & Equality & Diversity policies and procedures, practices and procedures.

· To carry out any other duties as directed by your Line Manager.

Safeguarding

The College considers that the job holder for this role should have a DBS Enhanced disclosure.    



Duties and responsibilities of the role:

	Communication – Oral and written
	· Customer interfacing – face to face and telephone communication.
· Completion of all relevant paperwork and records to a high and accurate standard.

	Teamwork & Motivation – internal or external, can be fixed, matrix, project groups
	· Demonstration of excellent motivational teamwork and interpersonal skills.

	Liaison & Networking – Liaison is making and maintaining individual work-related contacts; network is interconnecting group of people (internal and/or external)
	· Understanding of local competitors and actively promoting our USP’s.

	Service Delivery – customer is anyone receiving services
	· To promote a positive visitor experience meeting the standards and expectations of the organisation.

	Decision Making – relates to finance, physical resources, students, staff, and policy
	· Ability to maintain and monitor stock including all aspects of till / PDQ management in accordance with all policies and procedures.

	Planning & Organising – financial, capital and people
	· Ability to demonstrate effective daily time management to meet the needs of the customers. 

	Initiative & Problem Solving – identifying actual/potential problems, considering/devising solutions, implementing.  Consider acting within given boundaries.
	· Ability to effectively problem solve for both the team and the visitor experience ensuring customer service is maintained to an excellent standard at all times.

	Sensory & Physical Demands – uses senses singly or in combination and use of physical skills/ effort
	· Awareness of and accommodation of individual customer needs.  
· Being able to meet the physical demands of meeting/greeting and serving customers over a long period of time.

	Work Environment – conditions under which they work. Risk/H&S
	· Compliance at all times with all relevant legislation regarding H & S / Risk Assessments and Food Hygiene

	Pastoral Care & Welfare – physical, mental health & wellbeing 
	· Able to deal with matters confidentially and sensitively. 

	Team Development – coaching, development of team (not others)
	· Working as a consolidated member of the team to ensure the smooth running of the Visitor Centre.
· 

	Knowledge & Experience – knowledge acquired through education/ qualifications and experience
	· Understanding of the FE sector and a high standard of literacy and numeracy.
· Experience of working in a customer focused role.






PERSON SPECIFICATION
	Education/Qualifications
	
	
	

	Essential:
	S/L
	I
	A

	· A high standard of numeracy and literacy (Grade C or above)
	x
	
	

	Desirable:
	
	
	

	· L2 Food & Hygiene & Safety Certificate
	x
	
	

	Experience and Technical Skills
	
	
	

	Essential:
	S/L
	I
	A

	· Experience of working in a customer focused role
	x
	
	

	· Effective use of business tools and IT
	x
	
	

	Desirable:
	
	
	

	· Relevant experience of working in a retail environment
	x
	
	

	Personal/Behavioural Attributes
	
	
	

	Essential:
	S/L
	I
	A

	· Ability to work in a team
· Personal warmth, openness and sensitivity
· Highly motivated to personal and team achievement and able to work on their own initiative
· Company loyalty
· Innovative and creative
	

	X
X
X

X
X

	

	Other Requirements
	
	
	

	Essential:
	S/L
	I
	A

	· Clean enhanced DBS record.
	
	
	x

	Safety Critical Role

	
	
	



S/L = Short Listing        I= Interview         A=Assessment 
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