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	Service Area:             Communities, Housing and Customer Services  

	Division/Section:       Rent Smart Wales

	Job Title:                    Licensing Officer (Rent Smart Wales)              

	Grade:                        4 (£10.21 per hour)


	Hours:                        37hrs per week. Shifts will be rota-based and may be variable 


	Reporting arrangements: Responsible to the Group Leader for the Contact Centre Team


	Role overview:
Rent Smart Wales is a service hosted by Cardiff Council to ensure compliance with Part 1 of the Housing Wales in partnership with 22 Welsh local authorities. The Welsh Ministers designated Cardiff Council as the Licensing Authority for the whole of Wales in 2015. 

Applicants for the role will need to understand, support and advise landlords, agents, tenants and professional bodies who will be making enquiries about Rent Smart Wales through multiple channels of access. You will be responsible for resolving a high number enquiries via calls & emails where a consistently high level of performance may result in additional duties being completed such as reviewing licence applications & data cleansing exercises in accordance with the Service’s procedures. Successful applicants will need to listen patiently, to empathise with the customer’s situation and convey a genuine desire to help and support. To ensure that the customer understands their legal obligations and the actions which they should take to meet these legal requirements. 
We are looking for a number of individuals to join our contact centre team from January 2021. 

Applicants must have prior experience of working within a customer service based contact centre environment, providing support via telephone and email to service users. 
Applicants must be able to work from home in a suitable working space ensuring confidentiality is maintained at all times while complying with all relevant health and safety regulations.  

Applicants must be able to deliver a high-standard of service to our customers by complying with all performance standards and the code of conduct. 
Successful applicants will need to work with current and emerging technology to enhance the customer experience and actively participate in service improvement.
You may be required to undertake such other duties and/or times of work as may reasonably be required of you, commensurate with your grade or general level of responsibility within the organisation, at your initial place of work or based at any other establishment.
If you would like further information please contact 0300133344 and ask for Sarah Griffin
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Licensing Officer Role Profile
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