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[bookmark: _Toc8385]Mock Interview Submission – Customer Service Administrator (Canal & River Trust)
[bookmark: _Toc3433]1. Job Advertisement Summary
Position: Customer Service Administrator
Organisation: Canal & River Trust
Location: London (Home-based with travel to Little Venice)
Salary: £25,153 per year
Canal and River Trust is a major charity in the UK which is in charge of maintaining more than 2,000 miles of canals, rivers and reservoirs. The job will involve providing good customer services via telephone, email inquiries, handling events administration, and providing support to other teams working internally on financial and operational matters. The applicants should be good communicators with an excellent organisational and IT ability (Indeed, 2025).
The position requires flexibility, collaboration, and official communication, which is also consistent with the major business-administration concepts (Kotler and Armstrong, 2023). It also offers a chance to use employability transferable skills, including time management, handling customer relationships, and utilization of projects (Huemann and Turner, 2024).


[bookmark: _Toc998]2. Curriculum Vitae (CV)
[bookmark: _Hlk211796195]Naomi ilie
Ilienaomi5@gmail.com

Personal Profile
An industrious and meticulous customer -service specialist with excellent administrative, communication skills, adept at dealing with customer help-desk, assisting project teams, and keeping precise web-based documentation, exercises initiative, team play, and good working ethics. This person is passionate about the way he or she can help the Canal and River Trust in its mission of preserving and improving on the waterways in the UK.
Key Skills
· Customer communication (phone, email, and CRM systems)
· Administrative support and data management (MS Office, SharePoint, SAP)
· Financial processing (purchase orders, invoices)
· Time management and multitasking
· Team collaboration and conflict resolution
· Adaptability and home-based work proficiency
Education
· Certificate of Higher Education in Business Skills for the Workplace
·  Trinity saints David of Wales Birmingham level 4
Professional Experience
Administrative Assistant (Intern)
Community Support Hub, London (2024 – Present)
· Supported customer service operations by managing calls, emails, and scheduling tasks.
· Assisted in event coordination and record management using digital tools.
· Processed financial forms and supplier documentation.
· Collaborated with diverse teams to maintain service efficiency and communication.
· Demonstrated problem-solving and professionalism when handling client queries (Indeed.com, 2025).


Volunteer Experience
Community Events Coordinator
Local Charity Initiative, London (2023 – 2024)
· Organised local well-being and environmental awareness events.
· Managed bookings and social media communication to attract participants.
· Gained practical skills in project coordination and teamwork (Huemann and Turner, 2024).

Achievements
“Outstanding Volunteer Contribution” Award – Community Events Initiative (2024)
Developed a new filing system improving document retrieval time by 30%.
Technical Skills
Microsoft Office (Word, Excel, Outlook)
CRM software (Sugar, Salesforce)
SAP and SharePoint
Social media communication
[bookmark: _Toc25799]3. Cover Letter
Dear Hiring Manager,
I am applying to the Canal and River Trust Customer service administrator position as it is something I have found very interesting. My personal values of service, sustainability, and teamwork are aligned with the mission of the Trust that aims at preserving waterways and supporting the community well-being.
Having work experience in customer-facing and administrative roles, I have developed organisational and interpersonal skills that make me successful in this job. When I had an internship experience at the Community Support Hub, I was in charge of the multi-channel communication with the customers and the accuracy and professionalism in the organisation of administrative records. Through these experiences, my capacity to cope with large number of enquiries, prioritisation of competing tasks, and customer satisfaction have been strengthened, which are skills that this position could not do without (Kotler and Armstrong, 2023).
I have no doubts about using CRM systems, Microsoft Office, and SAP to carry out financial and operational support operations. It is also evidenced by my volunteer experience, as I am willing to collaborate and find solutions in real-life situations (Huemann and Turner, 2024). I especially like the fact that the Trust highlights inclusiveness and environmental ecology, which is a personal source of motivation as well as a professional principle.
I would be happy to become a part of the success of the Trust further and to develop in such a goal-directed and developing atmosphere. I would like to thank you and wish to submit my application.

Yours sincerely,
Naomi ilie


[bookmark: _Toc18443]References
Huemann, M. and Turner, J.R. eds., (2024). The Handbook of Project Management. Routledge. Available at: https://www.researchgate.net/publication/377681268_Predictive_adaptive_and_hybrid_project_approaches [Accessed 19 Oct. 2025].
Indeed.com. (2025). Business Administrator Work, jobs in London (with Salaries) | Indeed United Kingdom. [online] Available at: https://uk.indeed.com/q-business-administrator-l-london-jobs.html  [Accessed 19 Oct. 2025].
Kotler, P. and Armstrong, G. (2023). Principles of Marketing (15th Global Edition). Pearson. Available at: https://books.google.com/books?hl=en&lr=&id=UKyaBQAAQBAJ [Accessed 19 Oct. 2025].
[bookmark: _Toc21431]
Appendices

[image: ]

[image: ]
[image: ]
[image: ]
[image: ]
[image: ]
image2.png
Customer Service Admi

Canal &River Trust 4 - 3.5 J¢
London
£25153ayear - Full-time

Apply on company site & | (%) ()

Profile insights

Here's how the job qualifcations align with your profile &

Skills

SharePoint v MicrosoftWord v MicrosoftOffice v+ show more

Job details

Here's how the job details align with your profie 2.

S pay

£25153ayear v




image3.png
Location

@ London

Benefits
Pulled from thefulob description

* Employeediscount
« Company pension
« Paidvolunteer time
« Workfromhome




image4.png
Fulljob desc
About the Trust
We're one o the UK’ biggest charites and we carefor 2,000 mies of canas,ivers, docks and
reservirs because we believe e is better by water. Were looking for people who support our
cause and want to makea difference for future generations. Could this be you?

‘Along with our waterways we also manage museums, archives and the country' third largest
collection of historic uildings, s well s the nature and wildife that alls our canals home. Allof this
‘enables us o provide wellbeing opportunitiesfor millons o people each year.

The role of Customer Service Administrator i to deiver excellence n customer service. This will
involve supporting our customers both over the telephone, email and online notice boards Therole
willlso involve general administration and financial support to the regional team.

You willbe based working from home and appiicants should be confident and comfortable to work.
from home ona permanent basis. You willberequired to atend the local b locations at sither
Little Venice London,or Milton Keynes as and when required for monthly team and collaborative:
meetings.

Interviews willbe held i person at ur Little Venice, London hublocation.

Location: Home working - Monthiy travel to Litle Venice, London Hub

Key Accountabiites:

= Being part of the regional customer service team, ensuring that all elephone and emal
enquiries are managed ina friendly, helpful, professional and conscientious viay.

= Managing customer enquiries to resolution andin line with our service level agreementsina
timely manner through our customer relationship management system Sugar.

« Clearly communicating navigational updates such as restrictions, closures and advice notices
viaonline customer notice system.

« Accurately booking lock passages and pre-bookablemoorings for boaters via online custormer
licensing system
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« Accurately booking lock passages and pre-bookable moorings for boaters via online customer
licensing system.

« Logging reports, faults and falures of boater Customer Service Facilties such a elsans, pump
outs,and bins. Liaising with contractors o updateive notices.

= Working withinternal nsurance team o progress and resolve insurance claims.

« Logging allincomingreports of customer accidents, incidents andor near misses via our
internal health and safety system.

« Produce accurate and timely communication for our customers via online notice boards, social
media and our website.

« Coordinate the organisation of events and functions within the waterway, for bothnternal
and external customers

« Provide administration services for the waterway including, minute taking, organisation of
occupational health visits and updating of training records.

« Produceaccurate and clearly presented reports that support the needs of the business.

« Maintain accurate and well organised systems of records that are casily retrievable (eg.
Sharepoint)

« Use SAPtoprovide financial and administration services to the watervay, to ensure effective
ordering of materials and supplies, o work with notifications and other financial processes.
Tasks willinclude raising purchase orders and invoices and actioning goods receipts

« Ensure that diversity and inclusion are integrated into all aspects of Trust .

About You:

« Proven experience in a customer service environment, e.g. roviding “front o house” services
viatelephone, emal notice boards, post, emailsocial media, etc

« Proven experience of administration.

« Communication skils that allow you to inform, help and advise customers clearly and
professionally and aise with other professionals.

= Abilty to deal with difficut and potentially confrontational ituations.

« Confident in the use of the MS Office word processing and spreadsheet software.
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Confidence, patience, poitteness, tact and diplomacy, when addressing customer enduiries.
Calm under pressure, with good prioritisation kil

Abiity to provide a positve interaction and experience with customers on the phone and face.
toface.

Understands importance of working safely.

We reserve theright to cose this vacancy early if we receive sufficient suitable applications for the
role.Therefor, ifyou are nterested, please submit your application as early as possibl.

Whatwe offer
In addition to your annual base salary of £25153, a competitive contributory DC Pension scheme
arrangement, andnumerous other employee benefits, ncluding several salary sacrifice benefits we
arealso opento lexible working arrangements.

Competitive contributory DC Pension scheme arrangement, where we willdouble your
contribution toamaximumof 10%.

25 days paid holiday (plus paid Bank Holidays),increasing t0 30 days after 5 years.

Home working status with hub acilties available should you need the flexibilty to work
outside of home.

‘Annual £200 persona learning &growth award 1o spend on any learning related activy.
Free access to specialist counselling on arange ofssues, eg. health financial,wel-being and
domestic matters.

‘Accesstoarange of employes benefits including store discounts, boating holiday discounts
andholiday purchase scheme.

2days paid volunteering leave per annum, allowing you to volunteer for alocal community
projectetc.

Free fishing failties across our canalnetwork.

Al candidates will e treated on the basis of their merit, skils and abilties and solely by being
assessed against the requirements for thejob.
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Al candidates will e treated on the basis of their merit, skils and abilties and solely by being
assessed against the requirements for thejob.

We care passionately for our waterways, and as importantly for those wholook fter and use them.
Westrongly belleve that  diverse workforce brings withit a diversity o ideas,thinking and ways of
working which enhances what we do s a Trust. We are sriving to represent the dverse.

‘communites that we are  part of and welcome applicants from across al sectorsof the commurity.

Al candidates will e treated on the basis of their merit, skils and abilties and solely by being
assessed against the requirements for thejob.

Atthe Trust, we empower our people o flow and thrive both on and off the water. Our colleagues.
njoy a variety of benefis that enhance theirfves while workingin a lace that positively impacts
others. Wetake pridein our people,protecting heritage and preserving wildife, and we're allabout
thefuture of our coleagues and the future generations who love and use ou network Inspired by
‘people, we harness the different ways of working and thinking, ensuring our teams grow and reach
their fullpotentia,

Navigate your future and lockin your career as we keep our canals open and aive.

Find out more about us on our website: tps:/jcanalrivertrust org uk/about-us
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