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	Job Title
	Customer Service Representative

	Business Unit
	Datashred

	Department.
	Customer Service

	Location
	Purfleet

	Reports to (direct)
	Customer Service Team Leader 



MAIN PURPOSE OF JOB

Reporting into the Customer Service Team Leader, you will liaise with all areas of the business and external customers to assist in delivering exceptional customer service whilst striving to ensure all queries are answered and resolved within SLA while maintaining maximum efficiency and quality always. You will also need to achieve all department and personal KPIs, to remain customer focused always and to keep up to date with all business changes.

KEY TASKS 

1. To always provide the highest quality of customer service with the main focus being on the customer experience with Restore. You will need to liaise with all areas of the business to assist and resolve all queries including financial and operational whilst being in line with customer and company SLAs. 
2. To achieve all individual and team KPIs while also ensuring full engagement with monthly 121 meetings and always looking for ways to progress and looking for any areas of improvement. 
3. To follow and understand all company procedures and policy’s, including understanding GDPR practices. Be able to complete company paperwork relation to these processes and policy’s.
4. To have an understanding and be able to follow different customer processes, which include being able to use any customer portal when required. 
5. [bookmark: _Hlk90305285]To understand customer pricing and agreements to be able to quote customers who have a valid framework agreement. This includes being able to be proactive with pricing/quotations/renewals, while also being proactive look for opportunities to increase the revenue coming into the business unit and other business units.
6. To be able to assist with basic queries when Account Managers are away from the business and to make key decisions based on processes, past experiences and help from other key people in the business.
7. To be able to provide help and cover across all areas of the department when required to maintain customer service levels and having a good understanding of all areas of the department. 
8. To proactively look for ways to improve the customer journey/processes and flag areas for improvement.
9. To proactively engage with all areas of the business to actively create and maintain key working relationships. 
10. To be available to travel to offsite meetings to meet new and existing customers of the business unit. 
11. To be able to run customer reports and provide solutions to their reporting queries.
12. To be proactive in informing customers of any changes to their account/visits including for bank holidays and route changes. 
13. To be able to resolve customer complaints while liaising with different areas of the business.
14. To promote the Restore Portal as well as all products and services where applicable. 
15. To carry out any ad-hoc request as requested by management/team leaders.
16. To participate in training courses that will enhance their performance within their job role while also adapting to any development needs and requirements of the business. 
17. To assist in training of new starters and existing employees to help with all areas of development. 

SKILLS, KNOWLEDGE & EXPERIENCE REQUIRED

1. Previous experience in a fast-paced customer focused environment.
2. [bookmark: _Hlk90308509]Ability and commitment to delivering excellent customer service with a positive “can do” attitude.
3. Excellent communication skills, both written and verbal. 
4. Excellent attention to detail, problem solving abilities, organisation, and ownership
5. Ability to extract all relevant information and to identify problems. 
6. Ability to apply the principles of customer care
7. Highly competent in standard software packages and excellent IT skills whilst willing to learn new ones.
8. [bookmark: _Hlk90308574]Ability to prioritise own workload, multi-task, work self-sufficiently whilst also dealing with customer complaints.
9. Ability to work under pressure showing flexibility when required to meet deadlines/targets.
10. Ability to achieve and maintain all KPI targets. 

*** The above is not an exhaustive list but an outline of your duties. All Restore employees need to be aware that they may be asked to perform tasks and be given responsibilities as reasonably requested.


OTHER INFORMATION

When required due to levels of workload or key tasks you may be requested to work overtime which is part of your contract.

COMPLIANCE RESPONSIBILITIES

· Adhere to all Company Policies and Procedures contained in the Codes of Conduct, Information Security, Environmental, Health and Safety and Quality Management Systems
· Report any Health & Safety, Quality, Information Security, Environmental and Business Continuity & Disaster Recovery incidents to your supervisor/line manager

Managers are responsible for training staff on Company Policies and Procedures contained in Health & Safety, Quality, Information Security, Environmental and Business Continuity & Disaster Recovery Management Systems.


	


APPROVALS:
Line Manager 
Name: ………………………………………………...
Signature:……………………………………
Date:……………………………………………
	



Post Holder
Name: ……………………………..………………………..
Signature:…………………………………………
Date:………………………………………………




The company reserve the right to amend or update this job description as the demands of the business develop. A copy of the signed job description should be returned to your local People Team. 
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