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Enquiries Assistant 



Salary: JFC1 £21,386 - £23,386
Location: Hybrid Working – Caledonian Exchange/at home
Directorate: Smart Services Directorate
Term: Fixed term until 31st March 2023 
Hours: Full-time (Monday-Friday, 35 hours per week) – look at our website for flexible working options that you might request. 
Reports to: Compliance and Development Officer 

The role : Our Enquiries Assistant will play a key role in handling queries about the Young Scot National Entitlement Card (NEC) and Young Persons’ free bus travel scheme. The role will involve responding to enquiries from a variety of stakeholders via email, telephone and social media platforms. This role will also work with colleagues from across the organisation and beyond, to provide excellent and consistent customer service to stakeholders, including young people.
What you’ll be doing from day-to-day
· Assist in managing enquiries relating to the Young Scot NEC and the Young Persons’ free bus travel scheme, providing responses in a professional and timely manner
· Handling enquiries over telephone, email and via social media comments and inboxes
· Communicating effectively and supporting collaboration with stakeholders and partners, including young people
· Support the continued development of standard enquiry response templates for queries about the Young Scot NEC, for use across the organisation 
· Providing administrative support to the programme of work as required 

A great candidate will have a mix of these skills and experiences: 

· Excellent written, oral and social media communication skills 
· Experience of providing excellent customer service
· Familiarity of social media platforms and experience of managing comments and inboxes 
· Excellent organisational skills, including the ability to manage multiple tasks 
· Ability to work on own initiative and to meet deadlines
· Excellent information technology and digital skills 
· Ability to problem solve and find creative customer-focussed solutions 


Competencies of a great candidate to assessed at interview stage 

Achieving Excellence – Level 2 WORKS TO GOALS AND MANAGES CHALLENGES
Understands the link between their own work and the organisation’s strategic aims. Works towards goals set by others. Measures progress against targets. Seeks to understand challenges and to find ways to manage these.  Acknowledges the work and contribution of others but can also provide an opinion from their own expertise. Has the confidence to admit when they do not know.

Understanding Issues and Finding Solutions – Level 1 IMPROVES AND ACTS NOW
Addresses current opportunities and problems by improving and adapting existing approaches and ways of working.
Breaks down an issue into its key elements and sets a plan of action.

Collaborating for Success – Level 2 BUILDS RAPPORT + ADDS VALUE
Demonstrates awareness of the strategic importance of effective stakeholder relationships in, improving organisational delivery and in managing risk.  Uses a planned approach to build positive relationships.  Questions how this is adding value for the stakeholder and makes decisions with the stakeholder in mind.

Ability to Adapt – Level 1 ACCEPTS NEED FOR FLEXIBILITY
Demonstrates a willingness to change ideas or perceptions based on new information or changes e.g. technical developments. Is open to new ideas and listens to other people’s points of view.

Working with People – Level 1 WORKS COLLABORATIVELY
Takes a consistent approach that promotes openness, transparency and collaborates and is not afraid to seek advice from others. Knows and acknowledges strengths and weaknesses. Allows their voice to be heard. Does not bully or harass or tolerate inappropriate behaviour.
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