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JOB DESCRIPTION
Job Title:


Customer Services Advisor
Department:


After Sales
Reporting to:


After Sales Team Supervisor
Core Working Hours:

9.00 am to 5.00 pm Monday to Friday, inclusive of half an hour unpaid break

Job Purpose
To provide first-class customer service, that is efficient and effective, to all Novatech customers, over the telephone, live-chat, email, and face-to-face. 
Key Duties and Responsibilities
Answer the telephone to customers and deal with any queries they might have in a professional and timely fashion.  Transfer calls to relevant department where appropriate.
Maintain a polite and friendly manner at all times when responding to calls from the queuing system.

Calls must be answered as quickly and efficiently as possible, with all calls being kept to a minimum length of time wherever possible, whilst resolving the query and meeting customer needs.
Remain courteous and calm at all times, especially when under pressure.
Respond to emails and LiveChat as required.

Undertake customer call backs as required, ensuring that all call backs are within a reasonable length of time.
Liaise with other departments within Novatech to resolve any issues that arise as and when necessary.

Keep your line manager informed of any issues that arise as necessary, providing all the relevant information.
Process any requests for missing items as necessary by any given deadline.

Liaise with your direct line manager and other members of the Consumer Services team on a regular basis to ensure excellent communication and enhanced working relationships.

Attend departmental and company meetings and internal/external training as required.

Demonstrate a duty of care and maintain safe working practices whilst undertaking your working duties at all times.

Work in accordance with Novatech’s Equality and Diversity policy.

Undertake any other reasonable tasks as directed by line management.

Work flexibly and be receptive and adaptable to a changing environment.

Consistently demonstrate the values, behaviours and attitudes of a ‘Novatech Ambassador’.  At all times act respectfully and professionally, regardless of the situation.

This list is not an exhaustive list of duties and you may be liable to undertake such duties as may be reasonably required of you that are within your capability.  This job description will be reviewed on a regular basis and subsequently revised and updated from time to time.

I confirm receipt and understand of the role perimeters for the above post and agree to undertake these duties to the best of my ability.

Name: _________________________________________________

Signed: ________________________________________________

Date: __________________________________________________
