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Job Description

Job Title: 
  Customer Sales & Service Representative
Reference Number:
  TBC
Department/ Division: 
  Operations


Reports to:                                  Team Manager

Purpose of Job:

You’ll be part of the team responsible for promoting/selling our range of financial products and providing an exceptional service that meets customer expectations as well as business requirements. 
This role involves taking personal responsibility for providing a high-quality, efficient service to our customers and being able to identify and close new sales opportunities. We're always looking for more people who enjoy selling and negotiating and who have treating customers fairly at the heart of their values. There’s a strong practical element to the role – planning ahead, checking details and so on – but we're just as interested in your ability to build constructive customer relationships and generate further income for CPP.

On a day to day basis you'll: 

· be taking personal responsibility for resolving customer queries and deciding on the best course of action 

· ensuring that we maximise cross-selling opportunities 

· communicating clearly to colleagues across various departments.

· tackling demanding goals enthusiastically with continuous focus on exceeding expectations
Principal Responsibilities:

· Receive incoming calls from customers and deal with their queries effectively and efficiently
· Act as a primary contact for our customer using agreed procedures to ensure that accurate and concise information is captured and recorded.

· Ask effective and appropriate probing questions to understand the underlying customer needs

· Take personal responsibility for resolving customer queries and deciding on the best course of action.

· Provide excellent customer service at all times whilst operating within company guidelines and legislative requirements.
· Deal with complaints in accordance with agreed procedures to ensure they are assigned and resolved within agreed timeframes.

· Be available to respond to all forms of customer contact or enquiry efficiently to achieve agreed service levels
· Identify customer needs and interest in products/services through questioning

· Be proficient in promoting CPP products in line with the needs of the business and customer needs
· Handle routine customer objections and questions in order to close the sale

· Proceed to sale or end contact based on evaluation of customer reaction

· Meet targets and objectives in line with company minimum standards. These include all contact centre disciplines such as:

· Average Handling Time

· Cancellation Turnaround

· Sales Targets

· Adherence

· Actively participate in performance reviews and personal development.
· Monitor and evaluate own call quality in association with Team Leader and Trainer/Coach
· Identify personal training needs and skills gaps in association with the Team Leader/Trainer/Coach and works with Trainer/Coach to increase individual performance

· Comply with the information security policy and procedures.

· Comply with all regulatory procedures applicable to the role.

· Report any information security incident, weakness or malfunction.
Key Competencies:

· Personal Resilience – you are comfortable working in a targeted environment.

· Monitor & Follow-up – at any time can describe how you are performing against target 

· Dependable – you can be relied upon to deliver consistently good performance and behaviours.

· Competitive Drive – you continually strive to improve your own performance and skill 

· Human – you are able to build rapport and ask probing questions on the telephone. You treat colleagues and customers as individuals, with fairness and respect
· Teamwork/ Inspiration – you share knowledge and skill with colleagues to improve overall team performance

· Self Motivation – you are able to maintain own motivational drive even when completing repetitive tasks


Essential Skills:

· Communication Skills – you have an excellent command of the English language, specifically with the aptitude for working on the telephone. You are able to personalise and bring written words and scripts to life to achieve quality calls

· Envision – you have a positive and flexible attitude towards work and change and are able to express views and opinions in a constructive way
· Speed of Learning - you are able to understand and retain new information and skills.

· Excellent self organisation, which includes attendance and punctuality
· Attention to detail and accuracy

· Basic PC and Keyboard Skills.
· Basic numeracy and literacy skills
Desired Skills:
· 6 months experience working in a customer sales and service background

· Contact Centre Experience

· Customer Service Skills
· Selling Skills

