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EXAMPLE JOB DESCRIPTION

Job Title: Customer Service Advisor

Department: Customer Service

Location: Head Office

Pay Grade: E

Reporting to: Customer Service Supervisor

Responsible for: Not applicable

Job summary

To deliver excellent customer service in dealing with telephone and postal queries to all our customers, ensuring that queries are resolved efficiently, effectively and within the department’s three-day turnaround service level commitment.

Dimensions

The department consists of 22 full/part time advisors, who deal with incoming customer queries via the telephone between the hours of 9.00–17:30 Monday to Thursday, 9.00–16:30 Fridays. 

The team deal with approximately 12,000 calls per month (daily average – 40 calls per advisor) and process approximately 400 pieces of complex postal queries 

Responsible for maintaining over a million customer records to a high standard of accuracy.

Key result areas

1 Providing excellent customer service in line with our departmental standards, procedures and guidelines.

Measure – Call monitoring/feedback 

2 Building effective relationships with customers both internally and externally, by use of appropriate questioning, clarification and language.

Measure – Call monitoring and internal feedback.

3 Dealing appropriately with customer queries received via the telephone and providing written responses to confirm the outcome/action. 

Measure – Quality checks on documentation and call monitoring/feedback

4 Investigating and responding to complex postal queries in accordance with established guidelines and after consultation with appropriate internal departments. 

Measure – Quality checks on documentation and internal feedback.

5 Maintaining and updating customers’ records accurately and in accordance with data protection requirements.

Measure – Call monitoring/feedback and contact reports.

6 Working as part of a large team to achieve the departmental standards.

Measure – Team goals/objectives met eg. 90%+ achievement of the service level commitment

7 Taking responsibility for own personal development, in line with agreed annual performance objectives.

Measure – Feedback and evidence from supervisor.

Key interfaces

Dealing with customers on an external level. Also liaising with internal departments to bring queries to a satisfactory closure: primarily the Complaints Department, Insurance Assessors, Corporate Department and Specialist Advisors.
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