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	HIGH LIFE HIGHLAND

JOB DESCRIPTION




JOB TITLE:


Relief Customer Service Assistant

SALARY: 
£8.33 per hour inclusive of Living Wage Allowance
LOCATION:


Macphail Centre, Ullapool
RESPONSIBLE TO:
Centre Co-ordinator

JOB PURPOSE:
To be part of a dynamic integrated team committed to providing a high standard of front line service delivery whilst ensuring the efficient execution of all associated administrative and reception duties
KEY DUTIES AND RESPONSIBILITIES INCLUDE:
1 To actively promote and deliver a unified library and leisure service to meet the needs of customers and communities.
2 To demonstrate an in-depth understanding of the High Life membership scheme, actively contributing to the promotion of the package.
3 To deal with customer bookings, financial transactions and registrations.
4 To carry out all delegated financial and administrative procedures accurately and correctly, in line with specified procedures.
5 To provide a friendly, efficient and proactive service to the standard required by the Customer Service Excellence award.
6 To act as first point of contact for information enquiries, requests and service transactions from customers.
7 To assist customers in the use of ICT equipment, programmes, resources and services, and in the use of digital resources.
8 To assist customers with general and complex enquiries using a variety of sources and/or resources, referring to senior staff, other services or agencies as appropriate.
9 To carry out day to day library and leisure routines, under the guidance of the Centre Co-ordinator, including set up of equipment, shelving, processing and preparing library stock, ensuring resources, material and displays are appropriately organised, current, and attractively presented. 
10 To participate in the preparation and delivery of events, activities and promotions including group class visits. 
11 To record and provide statistics regarding income, usage, equipment, materials and resale.
12 To be proactive in identifying training and development opportunities and to support the training of newly appointed team members. 
13 To display and monitor current information regarding activities and timetables on customer notices and display boards and exhibitions.
14 To understand the role and responsibilities of the post with regards to health and safety policy and operating procedures.  To remain up to date with these procedures and requirements. 
15 To deal with front line customer complaints, resolving where possible and referring in line with departmental guidelines and procedures.
16 To carry out routine cleaning as required.
Other Duties:

You may be required to perform duties, appropriate to the post, other than those given in the job specification.  The particular duties and responsibilities attached to posts may also be varied without changing the general character of the duties or the level of responsibility entailed.  Such variations are a common occurrence and would not themselves justify reconsideration of the grading.  As a result of such variations it will be necessary to update this job specification from time to time.
Date:
June 16
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	HIGH LIFE HIGHLAND

PERSON SPECIFICATION



JOB TITLE:

Relief Customer Service Assistant 

LOCATION:

Macphail Centre, Ullapool

ESSENTIAL ATTRIBUTES:


In order to be able to carry out the duties of this post effectively and safely, candidates will be able to provide evidence of the following:-
1. EXPERIENCE 
· Experience of providing front line customer service 
· Experience of team working 

· Experience of financial systems and associated routine duties
2. EDUCATION AND QUALIFICATIONS
· Good general standard of education with a minimum of 3 Standard grades or equivalent, one of which should be English
· ECDL or equivalent qualification or evidence of alternative relevant ICT experience
3. SKILLS/ATTRIBUTES GENERAL
· Excellent communication skills both written and oral, including ability to relate to all age groups
· Good level of numeracy and literacy
· Be self-motivated 
· Have high standards of presentation and performance
· Demonstrate competency on computer systems and databases
4. SKILLS/ABILITIES SPECIFIC TO THE POST
· Ability to assist customers including those who may not be familiar with technology to access computers and online information. 
· Ability and willingness to undertake training in the company’s financial, administrative and membership systems.
· Ability to organise and balance the clerical aspect of the post whilst performing reception duties to a high standard and prioritising customer care. 
· The willingness to assist with events and promotions including the ability to lead activities.
· An active interest in health and fitness and ability to promote leisure service to others.
· Ability to work on own initiative.
· Ability to work under pressure, multitask, problem solve and meet deadlines.
