
                              
  

 
Customer Service Officer (CSO) 
 

Ref no: 3144/3833 

Salary: Band 5 (£19,619 - £21,256 pa)   

Hours: Full time, 37 hours per week 

Contract: 2 x Permanent and 1 maternity cover for up to 12 months. 
May include working weekends and out of core hours with notice. 
 
In line with current government guidance surrounding Covid-19, we are keeping the 
number of staff in our buildings to a minimum and are working from home where 
possible. During the present period, this role will involve working from home, 
primarily focusing on supporting the Hive Portsmouth in delivering support to our 
vulnerable residents, although some training may need to take place within our 
offices. Interviews for this position will be undertaken remotely. 
 
City Helpdesk 
 
The Helpdesk deal with over 300,000 contacts a year across our 3 main channels: 
face to face, telephone, including switchboard and email/Eforms. 
 
We are the first point of contact for a vast majority of the council's services. This 
covers a broad spectrum including: 
 

 Admissions 

 Pest Control 

 Highways including fly tipping and street cleaning 

 School transport 

 Family Information Service 

 Free School Meals and School Transport 

 Elections 

 Leisure enquiries 

 Planning 

 Anti-social behaviour 

 Library enquiries 

 Business Support and Trading Standards 

 Children and Families switchboard 

 Revenues support 

 Portsmouth City Council switchboard 



                              
  

 Supporting The HIVE 

 
In recent years this team has needed to evolve and there is no intention for this to 
stop. In a climate of ever improving technologies and diverse customer demands, we 
have an increasing challenge to adapt and grow to meet the expectations of our 
customers. In the past this has been heavily focused around direct customer contact 
but in evolving and adapting to the current climate we are focusing more around 
utilising the web and social media to channel shift those customers whom can and 
want to use these channels, freeing up our advisors to better serve our more 
vulnerable customers. 
 
We can teach you about the variety of services offered by Portsmouth City Council 
and how we serve the residents and visitors of Portsmouth. We can provide you with 
an understanding and active approach to moving customers to easier, more 
economic and readily available channels of contact such as the web. 
 
Within this ever evolving service we expect that even in 6 months we will be in a 
different position, we need people with a diverse and reactive approach. This is a 
small team where organisation, punctuality and flexibility are key to our success. 
 
The HIVE 
 
The needs of our city are changing, so how we design and deliver services must 
change too. 

People from local voluntary, community and social enterprise services (VCSE) in the 
city, Portsmouth City Council and NHS Portsmouth Clinical Commissioning Group 
(CCG) are committed to working together. They will be building on work delivered as 
part of the Project Bridge initiative, with the objective of building a happier, healthier 
and more connected city.  

CHD support the HIVE on a daily basis signposting and gathering information to help 
support our residents of Portsmouth. 

https://www.hiveportsmouth.com/  

 
What is the role?  
 
You will be dealing with customer enquiries into the council via the phone, face 
to face and via email. You will be skilled in all service areas in the Helpdesk via 
the phone to enable you to transfer these skills into the face to face 
environment.  
 
As a fully skilled officer your knowledge will be used to assist and mentor other 
officers. This role is about using the skills to develop colleagues and promote 
and push the way forward.  
 
You will be able to own and resolve issues, in some circumstances your 
responsibility is to locate the relevant contact for the customer, or follow an 
established procedure and ensure a clean hand over. 
 

https://www.hiveportsmouth.com/


                              
  
Above all you will be part of leading the delivery of customer service excellence 
and contact throughout the Council, promoting channel shift while still providing 
a quality service for those who do not want to or are unable to make the move 
to digital. 
 
Who is the person? 
 
You will need:  
 
Essential 

 

 A passion for quality customer service and delivery that is clear and accurate 

and an understanding of what good customer service means.  
 

 Customer service experience: you will need to have experience of and be 

confident meeting customers face-to-face, speaking with them on the phone 

and conversing with them via email, with additional experience of successfully 

engaging with difficult and challenging situations and people. 
 

 An excellent standard of spoken and written English.  
 

 A flexible approach not just about when you work but also what tasks within 

the role you undertake with the ability and willingness to work under pressure: 

dealing with steady and consistent flow of enquiries while treating each 

customer as if they were your first.  
 

 An ability to really listen to what is being said, show empathy and not make 

assumptions or judgements.  
 

 A commitment to teamwork, with the understanding of what being part of a 

team really means and how that affects customer service, with the ability to 

build effective relationships with and be supportive at all times.  
 
 

Desirable 
 

 Experience/knowledge of GDPR/Information Governance.  
 

 The foresight to think 'outside the box' the ability to use your initiative when 

the answer/resolution isn’t immediately obvious.   
 

 A high level of customer service focus with the ability to remain realistic when 

setting expectations. 
 

 The ability to be innovative, realise when something is not working and be 

confident to escalate issues to management. 
 
 
Closing time/date: Midday 16th June 2020 



                              
  
Applications received after this may not be considered. 
 
How to apply: Please see attached documents at the bottom of the Job page and 
ensure you fully read and follow the guidance so you fully demonstrate how you 
meet the points on the job profile. PLEASE DO NOT JUST SUBMIT A CV. 
 

General Data Protection Regulation (GDPR) 

As part of any recruitment process, Portsmouth City Council collects and processes 
personal data relating to job applicants. Portsmouth City Council is committed to 
being transparent about how it collects and uses that data and to meeting its data 
protection obligations under the General Data Protection Regulations (GDPR). 

Completing and sending an application in for a vacancy is your consent for us to 
process your data for the purpose of recruitment.  Your data is not used in any other 
way and you can withdraw your consent at any point in the recruitment process and 
we will destroy or delete your information.  

For more detailed information on what we collect, how we use, store, delete data and 
your rights you can access a privacy statement on our Job board.   

 
 

               
 

http://www.jobsatportsmouth.co.uk/job_search_results.aspx?jcid=0&jcd=All%20Jobs&src=job_search_category.aspx
https://www.facebook.com/learninglinks.southern
https://twitter.com/#!/learning_links
http://www.linkedin.com/company/portsmouth-city-council

