NORTHUMBRIAN WATER GROUP
JOB DESCRIPTION
	JOB TITLE
	Operations Support Assistant
	REPORTS TO

	Network Performance Lead or 
Network Operations Controller

	DIRECTORATE
	Wastewater
	LOCATION
	Leat House

	DATE
	
	GRADE
	7



	
PURPOSE
	
To provide administration and office support to the teams within the wastewater directorate.  

This will include:
· Data input and record keeping 
· Customer service delivery and communications
· General administrative duties
· Providing departmental support 




	
ACCOUNTABILITIES

	
1. Data input and record keeping
· Logging and processing all incoming correspondence/data from internal and external stakeholders.
· Data validation, allocation, system/spreadsheet housekeeping, and maintaining and creating accurate records.
· Ability to effectively navigate and analyse customer systems and historical data to inform decision-making.
· Liaison with internal and external stakeholders.


2. Customer service delivery and communications
· Ability to draft and deliver professional customer communications across multiple channels, inc. letters, emails, calls. 
· Coordinate and allocate resources to ensure efficient scheduling which meets our service level agreements. 
· Compile and validate customer data lists, ensuring accuracy and making necessary corrections. 
· Responsible for monitoring and responding to enquiries via shared departmental email inboxes and phone lines. 


3. General administrative duties
· Production of action logs, minutes of meetings, discussion records, reports and presentations e.g. departmental balanced scorecard, monthly reports and key departmental spreadsheets.
· Recording health and safety information such as department safety conversations. 
· Co-ordination and distribution of departmental information.
· Maintain and monitor stock levels of departmental stationery and marketing materials, including letterhead, envelopes, and leaflets. 
· Provide support in terms of our processes that support any external survey requests from our regulator (currently called CMeX).



4. Providing departmental support
· Provide cover for other operations support assistants. 
· Raise purchase orders, contractor work instructions, invoices and work request numbers.
· Process all operation risk assessment requests in line with the current procedure.
· Raise purchase orders, contractor work instructions, invoices and work request numbers.
· Process contingency reactive works sheets.  Log incoming records, validate information and monitor queries.



	
EXPERIENCE REQUIRED
	
ESSENTIAL
· Experience of working in an administrative role, producing reports and working with data.
· Experience of working to tight deadlines.
· Experience of working in a customer focused environment

USEFUL
· An understanding of the water industry 
· Experience of working in a regulated environment




	
SKILLS REQUIRED
	
ESSENTIAL
· Strong written and verbal communication skills. 
· Good interpersonal skills with the ability to discuss issues with a confident communication manner on telephone and face to face
· Able to build strong positive relationships with stakeholders
· Able to prioritise tasks  
· Able to work in a small demanding environment working to tight deadlines.


USEFUL
· Able to balance conflicting priorities.
· Able to self-plan their working day and prioritise tasks





	
COMPETENCIES REQUIRED
	
ESSENTIAL
· Proven administration experience
· Full and valid driving licence and ability to travel between sites.
· Adept in the use of Microsoft Office packages, in particular Excel, Word and Outlook

USEFUL
· Able to use and maintain Excel spreadsheets and reports in Word.  
· Able to write clear business letters and reports.
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