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JOB DESCRIPTION
Customer Support Officer – Maternity Cover

	Responsible to:
	 Business Services Manager.


	Job summary:

	The primary role of the postholder is to deliver centre, candidate and registration activity within stated targets and to develop and maintain excellent working relationships with customers.




Key Tasks

	1.
	Deliver exceptional customer service to all Signature customers, both internal and external.


	2.
	Maintain an awareness and understanding of products and services in order to promote Signature’s products and services during communication with customers.


	3.
	Assist in monitoring the effectiveness of procedures and recommend changes to the systems, as appropriate including the regular review of all assessment regulations.  


	4.
	Develop an understanding and awareness of Ofqual (assessment regulator) and the impact of any communications on both Signature and Ofqual.


	5.
	Help customers identify the information they require and direct them to or despatch the information in order to resolve their queries and/or to promote all products and services, including support products.


	6.
	Develop positive relationships with existing customers in order to maximise sales opportunities.   Advise and inform of full product range.


	7.
	Administer Signature’s centre approval process in accordance with Signature’s approval criteria, passing non renewals to the Business Support Officer for follow up.


	8.
	Administer assessments in British Sign Language and other qualifications within stated targets, following established procedures.


	9.
	Resolve customer enquiries and provide a high level of support to customers to seek a positive outcome.


	10.
	Work with the Quality team to ensure that any issues in relation to the standards of assessment at centres and/or level of service from external assessors are fed back as appropriate.


	11.
	Carry out any other duties which may reasonably be expected of the postholder.




Relationships

	Internal:

	Business Services Manager and other members of the Customer Support Team.  
Quality and Qualifications team. 
Internal customers.


	External:
	All Signature and customers.
Registrants.




Equipment/Software Used

Microsoft Office Suite.
Telephone/Textphone/Short Message Service (SMS)
Affiliate.



Updated 03/18


PERSON SPECIFICATION

Customer Support Officer – Maternity cover

	Requirements
	Essential
	Desirable


	Education
	Educated to GCSE level or equivalent including English Language and Maths (or able to demonstrate equivalent standard)

	

	Qualifications
	Level 2 NVQ in Business administration (or able to demonstrate equivalent standard)
	Level 3 NVQ in Customer Service

BSL Language Skills

	Experience
	Demonstrate at least one year’s experience working in a demanding environment where delivering high standards of customer care and achieving a high degree of accuracy have been necessary. 

Considerable experience of data entry.
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	Knowledge
	Computer literate including Microsoft Office suite and database systems. 

	

	Skills & abilities
	Strong customer service orientation.

Excellent communication skills.

Organisational skills with a systematic and methodical approach to work.

Self Motivated.

Ability to manage own workload in a high volume environment with accuracy and attention to detail.

Ability to contribute ideas, suggestions and feedback to improve the service.

Ability to remain calm under pressure and deal sympathetically with irate customers.

	






	Location and working hours
	The post is based in Signature which is located in Mersey House, Mandale Business Park, Belmont, Durham, DH1 1TH.  This is a non-smoking building.  

Working hours – full-time 37 hours per week, Monday to Friday.

This post is a maternity cover position on a fixed term contract for a period of 1 year commencing 4 June 2018 to 5 June 2019.


	Salary
	Full-time £19,000 gross per annum.


	Holidays
	Full time – 26 working days per year plus recognised bank or public holidays currently 8 in all.  Of the 26 days holiday, you must keep up to 3 days each year to bridge the gap between Christmas and the New Year, when the office closes.


	Requirements
	Post is subject to a 3 month probationary period and receipt of references satisfactory to us.

Employees are expected to complete the following Signature courses within 2 years of commencing employment:

· Level 1 Certificate in Developing Communication and Awareness with Deaf and Deafblind People.
· Level 1 Certificate in British Sign Language.


	Pension
	Signature operates a voluntary pension scheme through the Pensions Trust.  
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