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Job Description                                           	        	

	Job Title:
	
Customer Service Advisor

	Reports to:
	
Team Manager

	Employee Responsibilities:
	


	Main Purpose of Job: 

The main purpose of this role is to help our customers book their holidays; provide them with all the information they need from the time of booking right up to when they go on holiday and continue to support them if something isn’t quite right whilst they are on holiday (this is rare but it does happen!). You will do this through multiple channels including telephone, email, live chat and social media. 

You will work within a supportive team environment and be trained to handle all customer queries so you can support them, whatever their reason for contacting us may be. 

You will be a passionate, professional and excellent listener as well as an articulate communicator. You will have the desire, drive and commitment to exceed our customers’ expectations and deliver an exceptional customer experience. 


	Main Responsibilities:

· Deliver a fantastic customer experience in line with our principles.
· Aid and assist customers in making bookings or answering questions about their upcoming breaks. 
· Negotiate with customers and owners on the price of holidays when required.
· Guide and assist customers on their upcoming holidays with queries they may have about their accommodation or the location they’re visiting. 
· Provide support for customers whilst they are on holiday and possibly in need of assistance.
· Investigate and solve customer issues in a responsive, sensitive, calm and professional manner using a range of communication channels including phone, email, live chat, social media.
· Raise potential product or service improvements that you identify
· Keep records of conversations in our database.
· Be flexible to perform other duties, as and when required to ensure the smooth running of the organisation and to meet the needs of the business.



	Knowledge, skills and experience required:

Required behaviours & skills: 
· Excellent interpersonal skills 
· Negotiation and Influencing skills 
· Excellent attention to detail
· Be self confident enough to challenge
· Understand and approach difficult conversations in a diplomatic way


Desirable experience but not essential:
· Previous Customer Service experience in a Contact Centre/telephone environment


	Our Customer Service principles

· Take ownership and understand what a customer truly needs and get to a resolution as soon as possible - nothing should be too much trouble
· User-friendly language (no jargon)
· Treat our customers the way we would want to be treated ourselves; always try to help and resolve
· If something could be improved or done better; raise it and own it


	Key Contacts:

Internal: 

External: 


	Prepared by: 

Name: Nick Emmerson

Job Title: Director of Customer Service & Operations

Date: November 2021
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