[image: image1.jpg]DARTFORD

RBOROUGH COUNCIL




Job Profile
	Job Title:
	Administrative Support Apprentice – Environmental Health
	Grade:
	Apprenticeship Level

	Reporting to:
	Environmental Health Manager

	Responsible for:
	N/A

	Experience:
	None Required

	Specialist Knowledge:
	Competent in the use of Microsoft word processing and database packages with the ability to become proficient in the use of other bespoke software packages. Good communications skills with the ability to handle face to face and telephone enquiries in a professional manner

	Qualifications:
	Minimum 5 GCSEs grade C or above (to include English).


	Job Purpose:
	To provide administrative support to the Environmental Health Team in the delivery of a high quality service to Dartford Borough Council residents and leaseholders.

	This, together with the competency levels is a description of the job as it is at present constituted. It is the practice of this Council to periodically review and update them to ensure that they relate to the job as then being performed, or to incorporate whatever changes are being proposed. You will be expected to participate fully in any discussions and, in connection with them, to re-write your job profile to bring it up-to-date if this is considered necessary or desirable, and to discuss it with your immediate superior. It is the Council’s aim to reach agreement on reasonable changes, but if agreement is not possible the Council reserves the right to insist on changes to your job description after consultation with you. As a term of your employment you can be required to undertake such other duties commensurate with your grade, and/or hours of work, as may reasonably be required of you.  All aspects of the post are to be carried out in compliance with the Council’s overall Policies and Procedures, and all post holders will frequently have access to confidential information and will maintain such confidentiality as required by the Council.


Purpose and Summary of Main Duties of the Post:

To provide professional and comprehensive support for the delivery of the environmental health service attaining the highest standard of customer care

To respond to enquiries received face-to-face, by telephone, or by electronic communication and ensure that relevant accurate information, advice and assistance is provided in a helpful, friendly, courteous and impartial manner.


To provide a welcoming and friendly environment that inspires environmental health customers to have confidence in our ability to help 

To work with other members of the environmental health team to meet the standards set for the environmental health service, all other relevant operating standards and the teams objectives and targets 

Main Activities

The Administrative Support Apprentice, after the appropriate training has been given, will be involved in the following activities:

1. Scanning and processing incoming post – using the Idox Document Management System.  

2. Assisting with out-going correspondence by printing off letters, and taking to the Post Room 

3. Telephony services – to answer telephone enquiries from both internal and external customers ensuring that appropriate information, advice and/or assistance is professionally given. 

4. Monitor the department’s email in-box under the supervision of the Technical Administrator ensuring that appropriate information is recorded and advice and/or   assistance is professionally given. 
5. Reviewing publications – under the supervision of the Technical Administrator assisting with updating of forms and leaflets. 

6. Paying money received from the stray dog kennels into the cash machine kiosk.

7. Updating databases including excel spreadsheets

8. Placing orders using E-procurement financial system
9. Uploading Food Hygiene ratings to the Food Standards Agency portal

10. Carry out land registry searches using the Governments website. 
11. Updating publications/website pages 

12. Any additional administrative tasks as requested by members of the Environmental Health team.
6.
Knowledge Requirements

a.
To keep acquainted with any changes in working practices.

b.
To follow work instructions, guidance notes and other policies as directed.
c.
To discuss concerns about work related matters as soon as possible with the Environmental Health Manager.
	Competency definition
	Skills/

Attributes
	Effective behaviours
	Ineffective behaviours

	CUSTOMER SERVICE & SUPPORT

	Takes personal responsibility 
for delivering an excellent 
service to meet internal & external customer needs

             
	· Responsive

· Empathic

· Approachable

· Assertive


	· Is interested in customers & attentive to their needs

· Treats customers politely & respectfully

· Strives to build relationships with customers

· Considers the impact of own behaviour & actions from a customer perspective

· Makes it easy for customers to access the service

· Encourages & uses customer feedback to improve the service

· Acts assertively

· Is open & realistic about what can be achieved

· Sees things through & does what they say they will
	· Sees customers as interruptions to ‘the day job’

· Is abrupt, dismissive or patronising

· Blames other people or other departments for mistakes

· Avoids dealing with difficult customers

· Gives poor service to customers seen as demanding

· Allows the customer to suffer because of personal or internal issues



	RESPECTING DIVERSITY & EQUALITY

	Encourages & values the contribution of all people; recognises the benefits of

difference


	· Respectful

· Tolerant

· Open minded

· Challenging


	· Respects people from varied backgrounds

· Is open to diverse views & sensitive to group differences

· Sees diversity as opportunity & strength

· Challenges bias & intolerance

· Is aware of how own culture, beliefs & attitudes affect their behaviour
	· Tries to impose personal views & work methods

· Ridicules others & dismisses their views

· Assumes all people are the same

· Ignores discrimination


	Competency definition
	Skills/

Attributes
	Effective behaviours
	Ineffective behaviours

	TEAM & PARTNERSHIP WORKING

	Committed to working with team, partners & the wider community to achieve common goals & ensure performance at the highest level


	· Co-operative

· Reliable

· Participative

· Collaborative


	· Is a team player & makes the effort to participate fully in the team

· Has a positive view of collaborative working

· Shares appropriate information & knowledge willingly with others

· Is reliable & approachable

· Supports colleagues to achieve goals ideas &/or actions

· Balances a focus on task with attention to relationships

· Helps the team to try different ways of thinking & working

· Understands the wider operating context & the impact of own role
	· Takes the credit for others’ work

· Constantly distracts or disrupts the team

· Cherry picks the best/most interesting tasks

· Works in isolation or only with immediate colleagues with other people’s ideas & actions

· Repeats ideas &/or actions

	COMMITMENT & ACCOUNTABILITY

	Committed to the Council’s vision and takes responsibility for their role in working towards it; understands how own actions can affect the Council 
	· Conscientious

· Loyal


· Dedicated


· Trustworthy
	· Takes pride in working for the Council

· Does the job to the best of their ability

· Is loyal to the values of the Council especially when communicating with others

· Meets commitments & keeps promises

· Works consistently to promote a positive working environment

· Is aware of the impact of individual actions & behaviours on the reputation of the Council

· Is prepared to admit mistakes
	· Puts self interest first & has an “I’m alright Jack” attitude

· Maliciously or carelessly damages the reputation of the Council

· Coasts along - only doing enough to get by

· Blames the system or others for own poor performance




	Competency definition
	Skills/

Attributes
	Effective behaviours
	Ineffective behaviours

	ADAPTABILITY & FORWARD-THINKING

	Looks to the future,

understanding & adapting to the need for change
	· Flexibility

· Resilience

· Creativity

· Pro-active

· Initiative


	· Takes the initiative to look for solutions rather than identifying problems

· Is willing to try out new ideas & ways of working

· Is receptive to change, reacts quickly & implements it positively

· Adjusts well to shifting priorities & is confident in own skills & abilities

· Adapts own behaviour in response to unexpected obstacles or challenges

· Sees change as opportunity & makes the best of new situations
	· Takes change personally 

· Is inflexible & sticks to the same course of action

· Is cynical & negative about change

· Always takes a narrow view of own role




	Competency definition
	Skills/

Attributes
	Effective behaviours
	Ineffective behaviours

	COMMUNICATION

	Communicates effectively in 
a clear, concise & open manner
	· Clarity

· Sensitivity

· Courtesy

· Listening


	· Uses plain language to communicate clearly at all levels

· Uses the simplest & most appropriate means of communication for the situation

· Ensures understanding by listening carefully

· Speaks as they would like to be spoken to themselves

· Uses appropriate/effective body language & tone to improve communication

· Adopts a consistently friendly & approachable manner

· Shows sensitivity to others needs & feelings when communicating
	· Gives contradictory or conflicting messages

· Is aggressive, sarcastic or patronising to others

· Uses email to avoid difficult conversations

· Hides behind jargon

· Dominates conversations

· Interrupts when others are speaking



	PERSONAL EFFECTIVENESS

	Is aware of own impact on others; works to develop own strengths & capabilities
	· Self-awareness

· Self-confidence

· Self-composure
	· Realises that own feelings affect  performance

· Is confident in own ability to work with others

· Controls own behaviour & responses

· Remains calm & level-headed under pressure

· Organises time effectively, plans ahead & deals with issues that arise

· Learns from experience, is open to feedback & able to ask for support when necessary.  
	· Is indifferent to how they come across to others

· Deliberately indulges in volatile or emotionally unpredictable behaviour

· Takes personal problems out on others

· Uses status or experience to undermine others

· Intimidates or upsets others through destructive feedback

· Uses non-verbal behaviour to express negative feelings
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