
SCOTTISH ENVIRONMENT PROTECTION AGENCY

Supplementary Information Summary

This intended to supplement the information provided in the Generic Job Description.  The Generic Job Description is the definitive document which defines the job and its overall responsibilities.

A
JOB IDENTIFICATION INFORMATION

	JOB TITLE


	SEPA Contact Centre Operator

	POST REFERENCE NO.
	PI00082

	REPORTS TO


	SEPA Contact Centre Manager

	PORTFOLIO

	Office of Chief Executive 

	UNIT OR TEAM
	SEPA Contact Centre

	LOCATION(S)                            


	Angus Smith Building, Euro central, North Lanarkshire 

	POST STATUS

(Indicate if permanent or fixed term; full or part time and if part time, indicate hours)
	Fixed Term contract– Until 31/12/2021
(Shift working)
Full time post 
Back Shift
Shift rotation – 

week 1 08:00 – 16:00

week 2 14:00 – 22:00 

Working pattern may change subject to business needs

The shift attracts an allowance of 19%

The shift is required and as it is part of the shift working agreement it does not participate in the SEPA’s Flexi time scheme



B.  
SUPPLEMENTARY INFORMATION ABOUT THIS POST

	As the first point of contact, you will answer our customers’ calls and assess their needs quickly and efficiently before helping to deliver the right solution. You will have previous experience of delivering excellent customer service and of managing customer relationships. Strong communication and data capture skills are key to success. 

The SEPA Contact Centre is a national department with approximately 25 staff based at one location working 24/7 at the Angus Smith Building, Eurocentral, Holytown although currently mainly working from home.
SCC is part of SEPA’s Office of Chief Executive portfolio and deals with a variety of telephone/email/online enquiries and data entry tasks.

The SEPA contact centre (SCC) supports and provides services to SEPA portfolios as well as external partners. 

View the Contact Centre video to get a taste of what we do
The type of enquiries that the contact centre handle range from:

· Environmental Pollution notifications
· Flood reports and related enquiries 
· SEPA License enquiries and checks

· Switchboard enquiries

· Lone working requests

· Fly-tipping reports

· SEPA Campaign calls
· General enquiries

Data entry tasks are completed out of hours when call/email enquiries are lower. 




C.
SUPPLEMENTARY INFORMATION ABOUT THE QUALIFICATIONS, KNOWLEDGE AND EXPERIENCE REQUIRED FOR THIS PARTICULAR POST.

	Qualifications

	As per generic job specification

	Knowledge

As per generic job specification


	Experience

Essential

Customer Service

Deliver excellent customer service both over the phone and in writing in a customer-facing role. 

The ideal candidate will have experience working in a call / contact centre environment, where working with multiple systems and different types of customer enquiries is essential.

PC Literate

Sound working knowledge of Microsoft packages including Excel and Word, combined with any ‘in-house’ form-based database experience.  Use of e-mail packages and intranet/internet functions would be helpful.

Accuracy and Attention to Detail

The post requires a great deal of accuracy and attention to detail, when handling and capturing details over the phone. Attention to detail is also required when carrying out a number of different data entry tasks, taking data from paper-based documentation to a bespoke database system.
Team Working
Evidence of working in a small / large team. Making decisions together and communicating with colleagues to ensure that updates and processes are consistent across SCC. 




