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	Job Title:
	Customer & Consultant Care Advisor 

	Department:
	Customer Care

	Location:
	Peacemarsh

	Reports to:
	Customer Care Manager

	Direct reports:                   
	None

	Purpose:

	This is a dual role, supporting both our Consultants and our Customers. You will use your excellent interpersonal skills to provide a caring, informed and efficient service. The holder of the role should be flexible to work across tasks within the team when required.


	Role Responsibilities:
	· Answer telephones & tickets professionally, quickly and efficiently.

· To provide customers with accurate and up to date product information.

· Ensure that all consultant/customer complaints are dealt with in an efficient manner. 

· Tracking orders and liaising with our courier service/third party support.
· Become fully familiar with our Gift card and Loyalty schemes.

· To deal efficiently with consultant/customer/store returns.
· To escalate any queries or problems on the Neal’s Yard Remedies products and services over the phone.

· To perform other relevant tasks as directed by your line manager.
· Work to the values outlined in the Essence of Neal’s Yard Remedies.
· Champion a culture of high performance and continuous improvement.
· Engage in our positive health and safety culture, notifying the company of any potentials risk to your, or your colleagues, health, safety, and wellbeing whilst at work. Cooperate with the company by following processes and training provided on health and safety.


	Person

Specification:


	· Excellent organisational skills.

· Friendly, courteous, professional telephone manner.

· Good written and spoken English.

· IT skills, especially MS Office – Word, Outlook and Excel 

· Calm, patient and helpful.

· Ability to build rapport with external parties (often on the phone), particularly customers 

· Personal resilience to deal with often needy and sometimes demanding customers.

· A strong interest or qualification in a complementary therapy is encouraged.
· Naturally embodies the values contained in the ‘Essence of Neal’s Yard Remedies and our Behavioral Framework
· Proven track record of continuous improvement
· A high level of commitment is required during the Christmas period of September to December.




Date Compiled: Sept 24
Compiled by: Louise Pitt – Customer Care Manager
Employee Name: 

Employee Signature: 

Date:

Job Descriptions may not cover all duties and responsibilities as these may be subject to change at any time and without notice.  All job holders will be expected to carry out additional duties as requested to suit the needs of the business.
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