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Role purpose
	To proactively deliver comprehensive guidance and technical information with regard to enquiries and service requests raised by internal and external customers, targeting Public Open Spaces, in all formats and from all sources, ensuring that corporate standards are observed.
To maintain the Environment Services Public Open Space data management systems including access to sensitive data.  To track and monitor progress on cases and provide suitable technical reports.
To initiate appropriate service responses and support the coordination of effective resolution to service requests. 
To provide informed, technical support to the Environment Manager, Lead Environment Steward and Environment Stewards, to enable the effective management and protection of the Environment Asset base.
To manage and support the continued effective working partnerships of Cornwall Council including its Service Level Agreements (SLA) members.
To positively contribute to achieving the highest standards of service ensuring the delivery of quality and accurate technical and legal information and advice and promoting customer service excellence.




Dimensions
	Annual financial accountability

	None

	Direct accountability for the following roles

	None

	Total number of employees that report to the role (directly and indirectly)

	None

	Other key statistics

	CORMAC Solutions Ltd is responsible for:
Length of road network - 7,291km
No of structures – 1500 bridges and 1200 retaining walls
Value of the Term Contract - £40m
No of sub-contractors managed - 50+
No of depots – 3 major, 10 satellite, 150 chipping bays
No of schools served (landscaping and grounds maintenance) – 220
4300km of footpaths and bridleways
200km multi-use trails
350km of coastal footpath
6% of the county open to public access.


Context
	CORMAC is commissioned by Cornwall Council to deliver routine maintenance and construction activities to highway and environmental assets.
CORMAC Solutions Ltd is about delivering an integrated approach to shaping and improving the place in which we all live.  It is about “why” and “how” we deliver services to meet the expectations and needs of the community.  Highways and Environment is the most visual and forward facing of all CORMAC business divisions delivering a cohesive and corporate approach through all its activities across the whole of the county.


Accountabilities
	1. To act as the first point of contact in liaison with the public, elected members, town and parish councils, local organisations, landowners, tenants, individuals and user groups regarding management of Public Open Spaces, Formal Parks and Gardens, Play Areas, Cemeteries, Closed Churchyards, and urban highway verges.
2. To manage relevant mailboxes and coordinate feedback to the public, elected members and/or other stakeholders in line with required standards and timescales, including formal complaints and casework enquiries.
3. To accurately verify defect reports, issue to other teams for further investigation as necessary, and maintain administrative updates. To undertake and support detailed research using a range of media.
4. Triage and prioritise new cases against required standards and relevant legal requirements, initiating prompt, appropriate action based on technical understanding, and in accordance with procedures and instructions for Environment Service areas, aiming to resolve enquiries as far as possible to their conclusion as first point of contact.
5. To compile case information and reports relevant to legal and policy requirements from a range of differing sources, including land registry information, historic and current mapping systems, previous case history and relevant historic data, etc. in order to support and resolve case investigations.
6. To both assist and lead on the preparation of technical correspondence and reports, to include composing legal letters to landowners requiring compliance with relevant legislation.  
7. To support and where appropriate lead on the coordination of information and evidence gathering in respect of insurance claims and requests under the Freedom of Information Act and EIR. 
8. To support in the preparation and collation of internal process documents, such as site management plans and process flowcharts.
9. To receive both direct requests and those referred from the Cormac and Cornwall Council administration team.
10. To maintain the Environment Service’s data management systems, including access to sensitive data, and produce suitable technical reports.
11. To use the required suite of desktop applications including WDM Environment, Comino, ArcView, Visio and Microsoft Office.
12. To ensure Asset Management Systems are kept up to date and accurate in terms of item asset inventory and case management.
13. To track progress on cases and produce weekly reports to monitor Key Performance Indicator (KPI) compliance and service contract standards.  To investigate and determine reasons of non-compliance and report findings to Environment Services Manager.
14. To follow appropriate data protection protocols , including management of restricted and controlled data.
15. To undertake other duties appropriate to the grading of the post as required., such as other administrative functions.
16. To maintain excellent working relationships with internal teams, external user groups, parish and town councils, and other representative groups.
17. To actively encourage, manage and retain the involvement and assistance of partnership and volunteer groups involved with Public Open Spaces.


Key objectives for the next 12 months
	· To manage the expectation of customers in line with Cornwall Council Environment policy and Cormac operational delivery.
· Proactively maintain good relationships with all customers, stakeholders and the Cornwall Council client teams.
· Recommend and apply the development of sound processes in the interests of continual improvement in the Environment Service.
· Recommend and apply efficiencies in working practice and record-keeping, which are key to the continued success of the Environment Service.  
· To support the development of a public facing operational maintenance layer, delivered using ArcView GIS
· To support the coordination of the Memorial Donations Policy requirements


Competencies and other requirements
	Behavioural Competencies
	Recruitment and selection

	Making Safety First
This is about ensuring safety is at the forefront of everything we do and embedded throughout the business, enabling CORMAC to be recognised as a proactive leader in risk management and contributing to our aspiration of Zero Harm for everyone involved with, or affected by our work activities
· Ensure clarity of instruction and briefing of required safe standards for every job
· Lead from the front in demonstrating safe working practices and never ‘walking-by’
· Supports team, ensuring all work equipment and PPE is available before work commences
· Being open to alternative suggestions on safe working and encourages open communication with team and management
	Interview

	Working Together towards a Successful Business
This is about contributing to good working relationships and team effectiveness, so that the collective performance is greater than the sum of each individual’s effort, whilst recognising the contribution each team makes to CORMAC’s business objectives. This is seen by:
· Putting own priorities to one side if necessary to support the greater need of the team
· Challenging decisions where they crucially affect the interests of the team or business
· Making suggestions for improving own or others’ work
· Raising difficult issues with colleagues to improve relationships or address misunderstandings
· Demonstrate excellent communication skills and ability to work collaboratively across network management and operational teams. 
	Interview

	Leading the Business and Managing Change
This is about contributing to the business and inspiring others to learn and develop whilst accepting challenges, especially in times of change.  This is seen by:
· Encouraging and supporting individuals, even when results could have been better
· Giving individuals ownership of their work rather than controlling everything
· Willingly accepting responsibility for challenging goals and targets
· Promoting effective working during change by coaching and encouraging experimentation
	Interview

	Satisfying our Customers and Engaging with our Community
This is about contributing to good customer (including client) relationships and working with and engaging our partners and communities to support local aspirations. This is seen by:
· Asking questions of and listening to customers to gain a deeper understanding of their needs 
· Trying to resolve problems or complaints
· Proposing solutions for customers which are mutually favourable
· Successfully persuading colleagues and/or customers of the benefits of doing the right thing
	



Interview

	Sustaining and Innovating our Business
This is about contributing to the ongoing success and development of CORMAC’s business, by growing and innovating for long term sustainability. This is seen by:
· Delivering priorities without compromising long term objectives
· Considering the impact of social, environmental, economic, political and technical factors in decision making
· Actively looking for and initiating efficiencies and achieves savings
· Innovating and developing new ways of delivering solutions
	

Interview




	Knowledge, skills and experience
	Recruitment and selection

	Experience of working in an environmental, customer and data management related role.
	Application Form

	Knowledge and practical experience of working in a technical/administrative/regulatory capacity in both an office and an operational environment.
	Application form
Interview

	Proven experience of providing specialist advice and liaison with the public and wider stakeholders.
	Application form
Interview

	Proficiency in dealing with difficult customers, through de-escalation and solving problems in a pro-active way.
	Application form
Interview

	Demonstrable competency with a range of computer-based word processing, enquiry and database management, mapping and other specialist systems.
	Application form
Interview

	Knowledge and understanding of relevant environmental land management and data protection legislation.
	Application form
Interview

	Appreciation of access and recreation in the Environment.
	Application form
Interview

	Demonstrable understanding of the need to work in a flexible, efficient manner with a clear ability to be able to prioritise heavy workloads to meet deadlines.
	Application form
Interview

	Excellent written and oral communication skills with a clear ability to deal with a range of stakeholders by phone, letter and email.
	Application form
Interview

	Minimum 2 years experience in dealing with the members of the public.
	Application form
Interview

	Competent user of databases and spreadsheets and the general use of ICT systems and ICT processes.
	Application form

	Qualifications of NVQ Level 3, ONC/D, A level or other equivalent.
	Application form

	Minimum typing/word processing qualifications to RSA 2 or keyboard ability commensurate with this standard.
	Application form



	Other requirements
	Recruitment and selection

	The normal duties may involve occasionally working outside the core hours including weekends, for example in times of severe weather.  It is a condition of employment that you exercise satisfactory flexibility in order to fulfil the objectives of the role.
	Application form

	This post is subject to a CRB check
	No

	This role has been identified by the organisation as safety critical
	No

	This post is subject to overtime (where approved/appropriate)
	No

	This post is subject to the Company’s Flexitime scheme
	Yes

	This post is subject to a criminal records disclosure check
	No

	This is a politically restricted post
	No
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