
 

 

Important Information about the Job 
 

Job Title Customer Services Assistant – maternity cover 

Salary £17,360 per annum, paid on a pro rata basis 

Location Somerset Heritage Centre, Brunel Way, Norton Fitzwarren, 

Taunton, TA2 6SF 

Hours of Work The position is available at 22.2 hours per week. The hours may 

be worked flexibly over three, four or five days per week.   

The core Reception hours are 9am to 5.00pm on weekdays. 

Somerset Heritage Centre also opens on one Saturday morning 

each month. There may be the occasional need to work on a 

Saturday morning, for which time off in lieu will be given. 

Contract Fixed-term contract to provide maternity cover until the middle 

of September 2019. It may be possible to extend the contract, 

subject to funding.  

Probationary Period The Trust has a standard probationary period for all employees 

of six months. 

Leave The annual leave entitlement for this position is 23 days per year 

on a pro rata basis. Public holidays are additional to the annual 

leave given on a pro rata basis. 

Notice Period The notice required during the probationary period is one week. 

Following completion of the probationary period, notice 

required is one month from either the employee or the Trust. 

Disclosure and Barring 

Service Check 

A Disclosure and Barring Service (DBS) check is not required for 

this position. 

 

  



 

Job Description 
 

Job Title Customer Services Assistant 

Reports To PA to CEO and Business Support Officer 

Responsible for  

Team Business Services Team 

Job Purpose 

 

 

 

1. To provide and promote a professional, high quality, customer-

focused Reception service to all visitors to the Somerset Heritage 

Centre. 

2. To deliver a service to meet the individual needs of all customers 

and wherever possible resolving enquiries at first point of contact. 

3. To provide administrative support as appropriate, tracking customer 

enquiries, working with colleagues throughout the Trust. 

Working 

Relationships 

Internal:  All Staff and volunteers, Archives search room staff, Business 

Services Team 

External:  All members of the public visiting the Somerset Heritage 

Centre. All members of the public making contact with the South West 

Heritage Trust via the Somerset Heritage Centre by email, phone or post. 

Additional 

Information 

This is a public facing role with the need for regular and positive contact 

with members of the public. Levels of care and support must be of the 

highest quality and consistency. 

 

  



Key Responsibilities and Tasks 
 

The Somerset Heritage Centre is the headquarters for the South West Heritage Trust. This job is 

for a part time Customer Services Officer to join a small team which is the first point of contact 

for visitors to the Centre. There will also be some additional clerical duties. 

The responsibilities and tasks are undertaken by all members of the Somerset Heritage Centre 

Reception Team.  

1. With responsibility for being the frontline contact for all callers to the Somerset Heritage 

Centre, ensuring that a high quality of service is delivered at all times. You will welcome 

visitors to the South West Heritage Trust and the Somerset Heritage Centre, issuing 

registration cards and passes as appropriate. This will include dealing with people 

attending meetings, researchers and users of the search-room, Trustees of the 

organisation and staff from other offices. 

2. Ensure that all calls, emails and postal contacts with the Trust at the Somerset Heritage 

Centre are dealt with promptly, in line with agreed standards and targets. Where 

necessary refer enquiries on to relevant specialist staff within the organisation. Track 

contacts where necessary to ensure responses are provided. 

3. Assist visitors with technical enquiries relating to all aspects of the service. Support staff 

in all teams to meet customer requirements at Somerset Heritage Centre Reception. 

4. Initiate and deliver customer quality care recording activities to ensure feedback may be 

recorded, collated and subsequently acted upon. This may include surveys, anonymous 

feedback forms and other methods of customer care analysis. 

5. Establish and maintain effective working relationships with all work colleagues to ensure 

a ‘one team approach’ to the delivery of customer service. 

6. Take ownership and responsibility for enquiries received, identifying customer needs, 

and utilising appropriate questioning and listening skills to offer appropriate solutions. 

7. The job holder is required to follow and comply with all policies and procedures of the 

Trust which includes the Trust’s Health and Safety procedures in the workplace, ensuring 

personal safety and the safeguarding of the interests and safety of all staff, trainees, 

visitors, and others at the Trust. 

8. To uphold the working values and expectations of the South West Heritage Trust. 

9. To carry out other duties relevant to your post as reasonably required by your line 

manager. 

 



Person Specification 

To succeed in this role you will need to demonstrate: 

 Essentials Desirables 

Qualifications Educated to good GCSE standard or 

equivalent 

OR 

Experience in a similar role. 

Reception or Administrative 

qualifications or training. 

Customer service training. 

Experience Excellent customer care background 

with experience of dealing with a 

wide range of people. 

Experience of collecting, collating and 

presenting information and basic 

statistics in various formats. 

Previous experience in a front of 

house position. 

Experience of setting up and 

maintaining computerised and 

manual record systems. 

 

Skills/Knowledge Ability to manage a varied workload 

to achieve customer focused priorities 

and objectives. 

Computer literate with experience of 

using Microsoft packages including 

Excel and Word. 

Excellent organisational skills. 

A knowledge of the heritage 

sector and especially archives and 

museums. 

Attributes Positive attitude and excellent 

communication skills. 

The ability to work under pressure 

and to deal with individual and 

personal requirements in a sensitive 

and creative manner. 

Attention to detail and commitment 

to deliver a high level of customer 

service. 

Willingness to work flexibly and 

ability/commitment to work as part of 

a team and on your own initiative. 

 

 


