
LONDON BOROUGH OF HACKNEY 
 
 
 
 
POST TITLE:  Customer Service Officer    
 
DIRECTORATE:  Finance and Corporate Resources   
 
SERVICE:   Customer Services   
 
GRADE:   Scale 6    
 
LOCATION:   Within the London Borough of Hackney   
 
RESPONSIBLE TO: Customer Service Team Manager   
 
RESPONSIBLE FOR: N/A  

  
 
 

PURPOSE OF THE JOB: 
 

 To deliver a high quality customer service across all channels including but not 
limited to telephone, web and face to face.  

 

 To ensure that responses to enquiries comply with organisational standards and 
procedures and legislative requirements. 

 

 To deliver the highest standards of customer care and improve customer 
satisfaction through survey delivery. 

 

 To undertake follow up work as required by procedures or instructions and 
resolve customer’s enquiries. 

 

 To support and drive the digital and channel shift programme. Monitor and track 
discussion topics and page analytics via Social media for the management team 

 
MAIN AREAS OF RESPONSIBILITY: 

 
The post holder will have responsibility and accountability for the following: 

 

 To take ownership in conjunction with the Team Manager for your personal 
Learning and development needs. 

 

 To show interest and regularly consult line managers to seek progress in meeting 
pre-defined targets and outcomes. 
 

        
        

 

Job Description 
 



 To consistently deliver an excellent experience for customers, ensuring that 
things are right first time across all channels of access.   

 

 To be able to assess and focus on multiple priority tasks in a demanding 
environment that may involve constant interruptions. Ability to switch between 
tasks and adjust to frequently changing priorities.   

 

 To manage all Social media community activity. To support management in 
digital strategy and execution. 
 

 To actively persuade, educate and inform customers about new developments to 
the Council, particularly the use of new technology and the shift to web based 
transactions.  

  

 To have a clear understanding of who our customers are, listen to their needs, 
resolve their enquiries, and respond promptly and positively to customer 
requirements in a helpful and courteous manner.  Ensure customers are content 
with the level of service received and that they are informed of the outcome. 

 

 Manage online discussions by listening and responding to customers in a timely 
and authentic manner. Support management in the day to day digital production 
tasks on larger scale projects. 

 

 When covering duties in face to face environments, ensure that all floor walking 
duties and requirements are covered.  

 

 To communicate in a clear and helpful manner.  Deal effectively with all enquiries 
in a patient and tactful way in order to respond positively. 

 

 Deal with potentially difficult situations, involving customers both over the 
telephone face to face or Social media 

 

 To liaise directly with other departments as and when required and to announce 
all calls that are transferred. 

 

 To ensure any complaint is captured and logged correctly in accordance with the 
authority’s policy. To take responsibility for own decisions on routine work and 
support team decisions. 

. 

 To maintain control under increased work volumes. Carry out numerous tasks 
and be able to get things done with minimal supervision. 

 

 To be self-aware of personal strengths and weaknesses, admit mistakes and 
learn from them. 

 

 To communicate frequently with team colleagues.  Strive to raise team morale 
when things get difficult. 

 

 To work collaboratively with others and look for outcomes where all parties gain. 
 



 To answer external emails to the Authority in line with Service level agreements.   
 

 Proactively respond to and resolve in a timely and courteous manner, a wide range 
of queries, in accordance with agreed time scales, procedures and legislation. 

 

 To have professional competence and flexibility in all aspects of responding to 
current and future customer needs. 

. 

 To be able to present information clearly and precisely.  Able to compose drafts of 
routine minutes, letters and briefing notes. 

 

 Assist in the learning and development of staff. 
 

 To undertake all tasks and activities in line with standards, targets and objectives 
set commensurate with the role and grade. 

 

 To adhere to the dress code. 
 

 
 
 
 
NB:  All employees are expected to adhere to the Council’s Diversity & Equality and 
Health and Safety Policies. 
 

 
 
  



 
LONDON BOROUGH OF HACKNEY 
 
 
 
 
POST TITLE:  Customer Service Officer    
 
DIRECTORATE:  Finance and Resources   
 
SERVICE:   Customer Services   
 
GRADE:   Scale 6    
 
LOCATION:   Within the London Borough of Hackney   
 
RESPONSIBLE TO: Customer Service Team Manager   
 
RESPONSIBLE FOR: N/A  

 
 
 

SKILLS, ABILITIES AND KNOWLEDGE: 
 

 The ability to work on own initiative and resolve enquiries/complaints on behalf of 
the customer. 

 

 Ability to work in a pressurised environment, balance competing tasks and ensure 
that issues presented to the Service Centre are dealt with efficiently. 

 

 The ability to contribute actively to an environment in which colleagues work co-
operatively with each other. 

 

 Demonstrate an excellent understanding of Facebook and Twitter, as well as Social 
media in general.  
 

 Demonstrate good interpersonal skills. 
 

 Proven ability to communicate effectively and clearly both orally and in writing in 
order to promote the Council in a positive and professional manner. 

 

 The ability to probe customers sensitively to gather relevant information. 
 

 To be able to operate a wide range of IT software packages. To be able to type 30 
words per minute as a minimum and able to input data accurately. 

 

 The ability to understand customer care in front line services and a commitment to 
delivering responsive services that meet customer needs. 

 

        
        

 

Person Specification 
 



 The ability to manage customer expectation when giving constructive or 
unpopular feedback. 

 

 Be adaptable to change and have ability to become a Champion in a service 
group. 

 

 Attained at least grade C - GCSE in English and Maths, or equivalent by 
experience. 

 

 Willingness to show initiative to study in own time with Team Manager’s support 
to obtain relevant customer care qualification or other certification to further 
career. 
 

 Demonstrate an understanding and appreciation of the importance of 
confidentiality in line with Council requirements and the Data Protection Act. 
 

 Demonstrate an understanding and be committed to the Council’s Equalities 
policy and how it would apply in this role. 

 

 Be available to work outside normal working hours including weekends if required. 
 
 
WORK RELATED EXPERIENCE: 
 

 Experience of dealing with challenging customers. 
 

 Experience of social media activity 
 

 Experience of working to targets, timescales and standards. 
 

 Experience of organising multiple tasks and workloads. 
 
 
PERSONAL ATTRIBUTES: 
 

 Flexible approach with a positive attitude towards change and to ensure the highest 
standard of service can be provided within Customer Services. 

 

 Assertively deal effectively with irate and demanding customers and ensure s/he 
gets the appropriate service. 

 

 Proven track record of taking customer enquiries in a pressurised public enquiry 
service. 

 

 Has the right attitude and displays behaviours required to be an effective Customer 
Service Officer including the dedication to secure customer satisfaction which will 
improve public perception of the Council. 
 

 
   



DRESS CODE:  
 

 The standard of dress for all Customer and Senior Customer Services Officers 
will be black trousers/skirt with a white shirt or black shift dress. Black shoes 
should be worn with plain black tights if necessary. Black cardigans only can be 
worn if required. A tie or scarf in the Hackney colours will be supplied by the 
Council.  

 

 The uniform will be required to be worn at all times during the working day. 
 
 
 
 
 
NB:  All employees are expected to adhere to the Council’s Diversity & Equality and 
Health and Safety Policies. 
 


