Waltham Forest

Services Ltd

	Role Title
	 Senior Operations Centre Officer 

	Pay 

	£25,740 


	Location
	Operations Centre


	Purpose

	This role will provide a professional, proactive, customer-focused service within a fast-paced, technology-driven 24/7 CCTV Operations Centre.

	Key skills

	· Excellent written and verbal communication skills to engage and communicate with internal and external stakeholders, customers and partners.

· Highly organised with the ability to multi-task and be flexible to respond to service delivery requirements. 
· Good leadership and motivation skills
· Confident, assertive and can make sound decision quickly whilst under pressure
· Ability to work with minimum supervision, using problem solving skills and initiative to provide a customer-focused support service. 

· Outstanding active listening skills - ability to clearly articulate messages to a variety of audiences.

· Excellent attention to detail and will be expected to maintain a high level of professionalism, care and integrity, ensuring a positive image of the company is promoted at all times.

· This post demands a high level of flexibility, a positive attitude and ability to adapt to changes.


	Key tasks

	· Monitor and respond to all customer issues and enquiries over multiple channels.
· Resolve product or service problems by clarifying the customer's need; determining the cause of the problem; selecting and explaining the best solution to solve the problem; expediting correction or adjustment; following up to ensure resolution.

· Create documents, reports and correspondence by collecting and analysing customer information.
· To provide a high standard of customer service to residents and customers to include advice and information on Council related services
· Organise and maintain accurate records and documents using the appropriate process / system and within agreed timescales

· Comply with all policies and procedures
· Work with colleagues and team leaders to identify areas for improvement, ensuring the support offer remains appropriate for all service users
· Build sustainable relationships of trust through open and interactive communication
· Produce a handover report capturing any relevant activity that happened during the shift
· Take full responsibility of the shift in terms of management of staff, service, and targets and to ensure the smooth running of the office.
· Act as an escalation point, provide guidance and support staff. 
· Monitor, measure and report on performance and service issues
· Collaborate with other shift managers to provide training to staff  on company policies, procedures and required conduct
· Liaise with key stakeholders including the Police, council services, RSLs. 
· Carry out all duties and responsibilities with reasonable care for the health and safety of self and others and report any potential hazards or unsafe practices to line manager.

· You may be required to attend court as a professional witness.

· DBS and Police checks will be carried out on all staff – the role is dependent on these being satisfactory.
· SIA accreditation – training will be provided if necessary
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