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[bookmark: _Hlk225325426]JOB DESCRIPTION 
Job Title: Customer Advisor
Reporting to: Store Manager
Why this role matters
Every role at Neal’s Yard Remedies plays a vital part in bringing our purpose to life and in driving our next chapter of growth and transformation. Guided by our values and our commitment to putting customers first, you’ll contribute to a business that’s good for people and the planet and deliver products and experiences that truly make a difference. 
As a Customer Advisor, you’ll deliver exceptional customer experiences to ensure every interaction is helpful, warm and reflects our brand values.  Are you ready to exceed customer expectations and deliver bold objectives through retail excellence.
Where you’ll play to win
· Provide outstanding customer service across all channels (phone, email, chat, in-store).
· Confidently handle customer queries, offering accurate information and timely solutions.
· Build strong product knowledge to guide customers effectively.
· Maintain clear, accurate CRM records of all customer interactions.
· Identify patterns in customer feedback and escalate any recurring issues.
· Uphold compliance standards and follow service processes consistently.
· Actively support team members and contribute to a positive customer-first culture.
What success looks like in this role
· Customers feel genuinely supported, listened to and valued.
· High customer satisfaction scores and positive feedback across all touchpoints.
· Queries resolved quickly and accurately, first time wherever possible.
· Product and process knowledge continually developing.
· Strong teamwork and collaboration, contributing positively to the service environment.
· Accurate documentation and adherence to service standards.



Commerciality
· Understands the connection between exceptional service and commercial success.
· Identifies appropriate opportunities to recommend products or solutions that meet customer needs.
· Acts as a brand ambassador, enhancing customer loyalty and repeat business.
· Consistently supports operational efficiency by following processes and reducing rework.
Capabilities: What makes you great for this role
· A natural communicator with strong listening skills.
· Warm, empathetic and customer obsessed.
· Able to stay calm under pressure and solve problems effectively.
· Comfortable navigating systems and learning new tools.
· Detail-oriented with a commitment to accuracy.
· A team player who brings positivity and professionalism to every interaction.
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WE ARE CUSTOMER FIRST

BOLD

THINK BIG, BE BRAVE, AT PACE

You identify opportunities to drive the business forward
Through curiosity, challenge and a desire for continuous
improvement
You make things happen
Acting proactively and making timely decisions that
prioritise the customers needs

You exceed customer expectations
Putting the customer first and setting high standards
for yourself and others
You focus on what matters most

Staying diligent and thorough with an unwavering
commitment to our customers

RESPONSIBLE

You act with integrity
Standing up for what is right for our business,
our people and our planet
You collaborate effectively
Taking ownership for your actions and holding
yourself and others accountable




