[image: A blue and white logo

AI-generated content may be incorrect.]

[bookmark: _Hlk225325426]
JOB DESCRIPTION 
Job Title: Senior 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 Senior Customer Advisor, you’ll elevate complex customer experiences while supporting and guiding the wider team — ensuring a high touch service is consistently delivered 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
· Resolve escalated or complex customer enquiries with confidence and empathy.
· Act as a point of expertise for the team, offering coaching, support and best‑practice guidance.
· Share deep product and systems knowledge to improve team performance.
· Contribute to training, onboarding and knowledge development initiatives.
· Escalate recurring issues or service gaps and propose improvements.
· Ensure compliance, accuracy and high service standards.
· Support leaders with workflow management during busy periods.
· Champion a culture of continuous improvement and customer obsession.
What success looks like in this role
· Complex and escalated queries resolved smoothly and effectively.
· Team members feel supported, informed and confident.
· Consistently high service quality across the wider team.
· Reduced escalation rates over time through coaching and knowledge-sharing.
· Strong contributions to service improvements and operational efficiencies.
· Recognition from peers and leaders for positive team impact.


Commerciality
· Helps the team understand how exceptional customer service drives commercial performance.
· Uses data, trends and insights to suggest improvements that reduce cost-to-serve.
· Confidently recommends suitable products or solutions that genuinely meet customer needs.
· Supports the team in balancing service excellence with business priorities.
Capabilities: What makes you great for this role
· Extensive experience in customer service with strong problem‑solving skills.
· A natural mentor with excellent communication and coaching abilities.
· Calm, confident and resourceful in managing complex or sensitive situations.
· Highly organised with exceptional attention to detail.
· Strong product and systems knowledge and a desire to keep learning.
· Leads by example — positive, proactive and aligned with our values.
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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




