Job Title: Contact Centre Adviser
Role Purpose: To ensure that we achieve high levels of customer satisfaction through ownership and
pro-active interaction with customers and colleagues

ABOUT THE ROLE
One of our core priorities across all parts of the business is delivering an excellent experience every time to
every customer, internal and external. Our service style is being easy, reliable and empathetic – which you will
make a central part of your role.

In particular:
•
•
•
•
•

Provide support and assistance to our customers when reporting repairs, ensuring that the correct
diagnosis is established, the right priority assigned, and the best appointment provided
Ensure that tasks given are completed to a high standard and within set timescales
Pro-actively manage relationships with colleagues, customers, contractors, suppliers and other
stakeholders through regular, timely, concise and professional communication both written and verbal.
Ensuring that you are visible and available when required
Provide cross cover when requested for others within the team
Ensure all relevant company policies, procedures and standards are understood and adhered to

About you:
•
•

You will be totally committed to delivering excellent customer experience – being easy, reliable and
empathetic in the way you deal with customers, and colleagues.
Demonstrate an organised approach to work, able to manage time effectively and efficiently

•
•
•
•
•
•
•
•
•
•
•
•
•

Positive attitude to work; able to promote team working and good morale and ability to work alone
Ability to take ownership of issues/problems and personally see them through to delivery
A proactive and adaptable attitude
To be able to positively challenge and promote continuous improvement
Ideally educated to GCSE or equivalent levels preferably to include English and Mathematics
Customer service qualification (NVQ or similar)
Experience of operating within a similar role
Experience of working within time restraints
Good general communication, ICT (Microsoft Office) and problem-solving skills
Commitment to providing great customer service
Understanding of the NHF Schedule of Rates
Repair diagnosis knowledge & experience
Knowledge of Castleton or QL would be advantageous.

Employees are responsible for their own Health & Safety, ensuring a safe working environment
for colleagues.

Classification: Confidential

