
	JOB DESCRIPTION




Job Title: 
  Customer Service Advisor 

Department/ Division: 
  Customer Service Operations


Reports to: 


  Team Manager

__________________________________________________________________________

Job Purpose: 

To respond to and resolve all enquiries from customers and maximise opportunities for business growth through demonstration of strong customer service skills, empathy, rapport and effective negotiation skills in order to promote the features and benefits of CPP’S products. 

Key Responsibilities:

· Respond to and resolve all enquiries from customers in accordance with agreed time and quality standards.

· Use agreed procedures to receive, assess and take appropriate action to ensure customer requests are handled in an efficient and effective manner.

· Record, store and maintain customer information and record customer requests using the appropriate systems to provide accurate reference documentation.

· Utilise relationships, which exist between the policyholder and customer services to turn around customer cancellations, cross sell other CPP products and participate in new promotions and campaigns.

· Provide support to colleagues, customers and the wider business in order to continuously improve operational effectiveness. 

· Proactively seek feedback on personal performance from Team Leader.

· Deal with complaints in accordance with agreed procedures to ensure they are assigned and resolved within agreed timeframes.

· 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 Performance Indicators:

· Demonstrate all key interpersonal skills required for the role.

· Deliver all sales targets.

· Meet or exceed all customer contact measures.

· Achieve all personal attendance measures.

· Demonstrate compliance with the Information Security policy and procedures.

· Demonstrate compliance with all regulatory procedures applicable to the role.

Nature and Scope:

· First point of contact for CPP customers and potential customers

· The role is operational, reporting into a Team Leader.

· Decision-making will be daily and predominantly in dealing with customer enquiries.  

· Interaction will be with peers, Team Leaders, Customer Service Managers and customers.

Key Competencies:

· Communication.

· Teamwork.

· Flexibility / Reliability.

Sub-competencies Underpinning Compliance:

· Understanding customer needs.

· Performance Management.

· Monitoring quality and standards.

Experience and Technical Skills / Professional Qualifications required:

Essential Criteria:
· The ability to talk to a diverse range of customers.

· Resilience to work in a targeted environment.

· Self motivated with a desire to exceed targets.

· Ability to work and meet performance related targets

· Demonstrates a confident and articulate manner

· Ability to adapt and work with change

· Key board skills


