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Job description
Apprentice – Customer Service
· Grade: London Living Wage
· Reports to: Team Manager – Access Islington
· Direct reports:	None
· Your team: Access Islington
· Service area: Community Engagement & Wellbeing

	Special requirements of the post 

	Workstyle: In-person frontline role. Attendance in the office is required every working day.
· Work across Access Islington’s three hubs in the borough and the call centre to develop resident-facing skills.




Our mission
Islington is a place rich with diversity and culture. As a council our sense of purpose couldn’t be clearer: we serve. It’s in the logo. We are committed to challenging inequality in the borough and as one of the largest employers we know that to look after the place and the planet, we have to look after our people. Together we can change the future. 
To do this, everyone who works at Islington Council lives by a set of values which guide us in everything that we do: collaborative, ambitious, resourceful, and empowering. They spell out ‘CARE’, which is what we think public service is all about. 
Overview of the role
Islington Council offers a wide range of high-quality apprenticeships. Alongside your job, you will complete a nationally recognised Level 2 Customer Service apprenticeship qualification and gain the experience and skills required for your apprenticeship discipline.
You will join the Access Islington team to support the delivery of frontline services to residents by telephone, through processing work and in our hubs. With supervision, you will develop your knowledge of council services, customer service skills and confidence in supporting residents.

Key responsibilities
1. Undertake a development programme leading to a Level 2 Customer Service qualification.
2. Use the dedicated time provided to complete studies and coursework.
3. Actively participate in your own development, carrying out the duties of your role and completing coursework within agreed deadlines.
4. With supervision, develop your knowledge of Islington services so that you can advise residents on a range of council services.
5. With supervision, learn local government processes and best practice to support residents and provide accurate, high-quality responses.
6. Develop teamwork skills by attending team meetings and providing updates.
7. With supervision, develop communication skills by liaising with residents by telephone, in writing and in person.
8. With supervision, develop office and administration skills, including data input, postal collection and using systems and resources.
9. Develop problem-solving skills to provide advice and support to residents, seeking support where needed.
10. Support the team to undertake actions in response to residents’ requests.
11. Constructively take part in meetings, supervision, seminars and other events designed to improve communication.
12. Use information technology systems to carry out duties in the most efficient and effective manner.
13. Achieve personal performance targets, as agreed with your line manager.
14. Carry out duties and responsibilities in accordance with the Council’s customer care standards.
15. Be committed to the Council’s ambitions and CARE values.
16. Undertake other duties compatible with your learning and development, as required.
Resources and Financial Management
Ensure effective financial management, cost controls and income maximisation in an ever-changing environment with fluctuating demands and priorities. Ensure resources are well managed and effectively deployed, assuring value for money in all activities.
Compliance  
Ensure adherence to legal, regulatory, and policy requirements under GDPR, Health and Safety, Employee Code of Conduct and in your area of expertise by identifying opportunities and risks, and escalating issues as necessary.


Person specification
You should demonstrate on your application form how you meet the criteria. Please address all criteria, as these will be used to assess your suitability for the post.
Essential criteria
	· Point
	· Criteria description
	· Assessed by

	E1
	Interest and motivation to work and obtain a Customer Service Apprenticeship qualification.
	Application/Interview

	E2
	Ability to meet the course entry requirements and pass course entry assessments.
	Application/Interview

	E3
	Ability to communicate effectively.
	Application/Interview

	E4
	Ability to work as part of a team.
	Application/Interview

	E5
	Ability and willingness to follow instruction and learn new tasks.
	Application/Interview

	E6
	IT skills and ability to learn new systems.
	Application/Interview

	E7
	Ability to adapt successfully to change.
	Application/Interview

	E8
	Excellent time management skills.
	Application/Interview

	E9
	Ability to maintain confidentiality.
	Application/Interview

	E10
	Meet Islington Apprenticeship eligibility criteria: Islington resident, or Islington care leaver, or Islington school leaver in the last 12 months.
	Application



Our accreditations
[image: A group of logos with text

AI-generated content may be incorrect.] Our accreditations include Disability Confident Leader, The Mayor’s Good Work Standard, London Living Wage Employer, Stonewall Diversity Champion, and Employer with Heart. 
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