TONBRIDGE AND MALLING BOROUGH COUNCIL

Job Description

Date:


December 2025



Post No’s: DE0503 & DE0505
Designation:

Parking Support Officer 
Service: 

Street Scene, Leisure & Technical Services
Section:

Technical Services
Grade:


4
Car Allowance:
None
Reports to:

Parking Support Manager
General Description:

The postholder will provide specialist customer service and administrative support within the busy Parking Team and report to the Parking Support Manager on all matters concerned with a wide range of parking administration, and technical support to the Council’s Contact Centre.                                                      

Specific Responsibilities:
1. Deal professionally, efficiently and in a polite manner with complex telephone enquiries referred onwards by the Contact Centre, complaints, e-mails, post and other service requests from customers and other services within the Council. 
To manage these enquires,  including those of a difficult and emotive nature, promptly and proactively, resolving the situation as far as possible on initial contact and exercising judgment and agency when an enquiry must be passed onwards to the relevant member of the team or can be resolved to the benefit of the Council and the enquirer by a timely decision.
2. Carry out all duties of the Parking Team including the handling of parking penalty charge challenges to a statutory framework; requests for car park Season Tickets, Permits and Dispensations; incoming correspondence management, whether online or by post, and the taking, processing and reconcilliation of associated payments received in the Parking Office. 

3. Administer the online parking permit system, ensuring that availability and waiting lists are up to date, that appropriate validation of applications is carried out and that there are sufficient stocks of permits and associated parking stationery are available for those unable to self-serve through online processes.
4. Ensure that all incoming correspondence and documentation is recorded to the appropriate Penalty Charge case or permit request, so services are fully auditable, accountable and suitable for supporting the Council in Tribunal challenges. 
5. Integrate and work effectively with all other members of the team to organise and manage workload effectively in order to meet deadlines while ensuring good customer service.
6. To provide accurate and timely responses to Civil Enforcement Officers when patrolling to assist their enforcement activities.
7. Continually seek to improve the effectiveness and efficiency of the Parking Team by identifying opportunities to improve the processes and system deliveries. 
8. Assist with the maintenance of online filing/storage systems, dealing with incoming and outgoing correspondence.
9. Prepare draft management reports and statistical information for the Parking Support Manager and Parking Manager for the efficient monitoring of KPIs.
10. Update, amend and otherwise maintain the Service’s and teams’ computer database and information systems.
11. Implement the core values, corporate policies and objectives of the Council relating to:
· Excellence in service provision

· Consultation / communication
· Securing best value for money
· Fairness, consensus, involvement and learning
12. Undertake any other duties which may be called for in accordance with the requirements and responsibilities indicated and as directed by the Head of Technical Services. 

13. To comply with the duties placed upon employees by TMBC’s Health and Safety Policy and related procedures. To act in accordance with all instruction, information and training required in relation to those duties. The post holder will be required to carry out their job role and related responsibilities with reasonable care of themselves and other persons that may be affected by their work.

14. This job description is not intended to exclude any task which the postholder might reasonably be required to undertake, and may be subject to change following consultation with the postholder.
