ROLE PROFILE

	Job Title: Administration Consultant (Customer Contact Centre)
	Date role profile reviewed:
June 2013

	Reports to:
Administration Team Manager
	Department / Business Area:  Customer Contact Centre

	Role Purpose:
To exceed customers expectations on all telephony and email communications  

	ACCOUNTABILITIES

	Key Result Areas (+%)
	Key Tasks
	Performance Indicators/metrics 

	Profit

5%

	· Works accurately to maximise profit and prevent loss.

· Identifies business issues, and opportunities for business benefit
	· Loss analysis shared with line manager
· Promotes ideas/suggestions to improve process and develop initiatives

	Operational/Customer Focus
75%


	· Provides an excellent customer experience through building relationships to identify and accurately deliver to customer needs.
· Implements the service strategy for all brands within Preston

· Checks with the customer to resolve the relevant issue, enhancing the customers experience.
· Responsible for maintaining customer confidentiality in line with the Data Protection Act.

· Comply with PCI card handling regulations.

· Remain up to date with company (and industry) initiatives, products and service changes.

· Actively seeks to suggest procedural improvements to improve the customer experience

· Answering varied queries including invoice issues, commission and VAT information, insurance and any other enquiry relating to the reservation made.

· Answer and effectively deal with an agreed number of calls each working day.

· Ensure that call waiting is kept to a minimum
· Ensure average handling times are within company KPI’s
· Ensure that company and department policies are adhered to at all times.

· Participate in other specified tasks and assist other departments/teams as required.

· Demonstrate the brand and core values of the business at all times.
· Maintains a professional work ethic at all times including when dealing with difficult situations and stressful tasks

	· Company policies and procedures are adhered to
· Internal and External feedback is positive at all times

· Follows and delivers against departmental KPI’s

· Receives positive customer feedback

· Achieves desired NPS scores

· Achieves desired Cloud 9 scores



	Communication

20%

	· Answering calls in line with the company procedures.

· Communicates business issues, and opportunities for business benefit to line manager.

· Attend and take an active role in all training/briefings/meetings with team, peers and others when required.

· Communication with all areas/functions of the GoldMedal business

· Works effectively as part of the team and demonstrates the company values at all times
· Work across key departments (Sales Centre, Product and Marketing) establishing a professional approach that ensures the coordination and resolution of all issues.

· To liaise with key colleagues to improve internal communications, practices and promote teamwork throughout the organisation
· Actively communicate with customers throughout the journey
· Actively communicate with customers in resort to ensure that all elements of the booking are as expected
	· Targets met and communication feedback positive

· Demonstrates the company values

· Delivers a consistent experience to all customers




PERSON SPECIFICATION

	CAPABILITIES PROFILE – leadership, management or personal skills/knowledge, qualities 

	Essential:

· Attention to detail

· Excellent communication and negotiation skills

· Self motivated

· Customer focussed

· Numerate

· Positive attitude

· Ability to analyse statistics and situations with a view to building strategies

· Ability to work cross department and be flexible
· Able to work under pressure and to deadlines


	Desirable:



	CAPABILITIES PROFILE – technical skills/knowledge 

	Essential:

· IT Skills Competence required; basic keyboard / PC skills.
	Desirable:



	EXPERIENCE & TRACK RECORD 

	Essential: 

· Customer Service experience  
· Passion for delivering quality service along good eye for detail and accuracy is essential.


	Desirable: 

· Work experience in travel related industry

· Previous call centre experience

	QUALIFICATIONS, TRAINING, PROFESSIONAL MEMBERSHIPS or ACCREDITATIONS

	Essential:

· Secondary education, further education. 
	Desirable:

· Travel related qualification

	ORGANISATIONAL INFORMATION 

	Direct reports: 0
Interfaces with: Numerous departments within Goldmedal Travel Plc.
	Resources, Scale and Scope of Role, Location and any Travel factors:



Employee:
__________________________________
Date: ________________

Manager: ____________________________________
Date: ________________

