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[bookmark: _Hlk225325426]JOB DESCRIPTION 
Job Title: Customer and Consultant Care Advisor
Reporting to: Customer Care 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 & Consultant Care Advisor, you will provide exceptional support to both our Customers and Consultants, ensuring every interaction reflects our values, expertise and commitment to outstanding service. Through your caring, informed and efficient approach, you will help build trust, resolve queries, strengthen relationships, and contribute to a positive experience with Neal’s Yard Remedies. This is a varied and collaborative role that requires flexibility, resilience and a passion for helping others.
Where you’ll play to win
· Answer telephone calls and customer service tickets professionally, promptly and efficiently.
· Provide customers and consultants with accurate and up-to-date information on Neal’s Yard Remedies products and services.
· Manage customer and consultant complaints in a timely, empathetic and effective manner.
· Track orders and liaise with courier services and third-party support providers to resolve delivery issues.
· Develop and maintain a thorough understanding of our Gift Card and Loyalty Schemes.
· Process customer, consultant and store returns efficiently and accurately.
· Escalate product or service queries where specialist support is required.
· Support colleagues across the wider Customer Care function as needed, demonstrating flexibility and teamwork.
· Carry out additional duties and tasks as directed by the Customer Care Manager.
· Actively demonstrate and promote the values outlined in the Essence of Neal’s Yard Remedies.
· Champion a culture of high performance, accountability and continuous improvement.
· Contribute to a positive health and safety culture by following company procedures, participating in training and reporting potential risks to health, safety and wellbeing.

What success looks like in this role
· Customers and Consultants receive a consistently high standard of service, with queries resolved accurately and efficiently.
· Positive relationships are developed and maintained through professional, caring and knowledgeable communication.
· Customer and Consultant complaints are handled effectively, leading to positive outcomes and high satisfaction levels.
· Orders, returns and service requests are processed accurately and within agreed timescales.
· Product, loyalty scheme and gift card knowledge is maintained at a high standard.
· Escalations are managed appropriately and collaboratively, ensuring prompt resolution.
· Team objectives and service level agreements are consistently achieved.
· A proactive contribution is made towards continuous improvement initiatives and enhanced customer experiences.
· Neal’s Yard Remedies values and behavioural expectations are demonstrated in every interaction.
Commerciality
· Recognise the importance of delivering exceptional service that supports customer loyalty, retention and brand advocacy.
· Promote customer confidence through product knowledge and accurate advice.
· Support the effective operation of Customer Care processes to minimise delays, complaints and unnecessary costs.
· Understand the commercial impact of customer experience and contribute to maintaining Neal’s Yard Remedies’ reputation for excellence.
· Champion efficient working practices and identify opportunities for service improvements.
Capabilities: What makes you great for this role
Collaborate Cross-Functionally
· Work effectively with colleagues across Customer Care and the wider business to deliver the best outcomes for customers and consultants.
· Build strong working relationships with internal teams, courier partners and third-party providers.
Stakeholder Engagement
· Strong stakeholder engagement skills, able to communicate and engage with diverse groups around a shared purpose.
· Ability to build rapport and trust with customers, consultants and external partners.
Solutions Focused
· Champion a solutions-focused mindset, encouraging continuous improvement and a positive approach to problem solving.
· Demonstrate resilience and adaptability when handling complex or challenging situations.

Skills, Knowledge & Experience
· Excellent organisational skills with strong attention to detail.
· Friendly, courteous and professional telephone manner.
· Strong written and verbal communication skills, including good spoken and written English.
· Good IT skills, particularly Microsoft Word, Outlook and Excel.
· Knowledge of other IT systems such as Zendesk is useful but not essential
· Calm, patient and helpful approach to customer service.
· Ability to build rapport quickly with customers and consultants, particularly over the phone.
· Personal resilience and emotional intelligence to support customers with varying needs and expectations.
· A strong interest in, or qualification relating to, complementary therapies is desirable.
· Naturally embodies the Essence of Neal’s Yard Remedies and our Behavioural Framework.
· Demonstrable commitment to continuous improvement and personal development.
· High levels of commitment and flexibility during the peak Christmas trading period from September to December.
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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




