Olivia Reid
7 Burtons Park Road Birmingham B36 0TW | +447450503178 | Olivia.Reid@outlook.com
Qualifications
The Institute of Customer Service - Communications
Intermediate Level in Customer Services within the Business Skills Sector
IFS Level 3 certificate in Financial Studies
7 GCSEs from grade B-C including English & Maths
Skills
Adaptability 
Time Management 
Competent using Microsoft Office 
Communication – Verbal & Written 
Customer Service – 7 years’ experience 
Attention to deal 
Ability to remain calm under pressure 
Experience
Investments & pensions new business administrator | wesleyan assurance society | september 2019 to january 2020, September 2021 to present
Issuing new and pre-existing investments and pensions for customers  
Recording all communications on internal systems for audit purposes 
Run checks to verify identity using Experian and Transunion
Quality checking application forms before applying funds to investments and pension plans
Maintaining contact with Financial Consultants to both provide and receive updates on applications and missing information  
Taking payments for missed premiums over the telephone using Sage Pay 
Setting up Direct Debits on Consolidation Master and ALIS  
customer engagement centre advisor | wesleyan assurance society | may 2018 to september 2021
Handling customers personal data and keeping their records up to date  
Answering telephone and live chat queries relating to life, pension and protection plans  
Providing information on policies held  
Highlighting products and services available to customers to generate sales and further income 
Quality checking outgoing correspondence for other colleagues whilst retaining the quality of my own correspondence produced – currently at 100% 
Using Microsoft Outlook to maintain my personal and group inboxes. Logging and distributing emails to relevant departments 
Providing on the job training to colleagues where required  
Dealing with quick resolution complaints 
Annually completing internal training courses in line with IDD CPD 
Highlighting areas for continuous improvement 
Assisting other teams within Customer Operations – Birmingham with admin which is in backlog 
Store assitant | Aldi uk | october 2017 to may 2018
Organising the warehouse ready for deliveries and making sure pallets were easily accessible for stock replenishment 
Stock replenishment 
Serving customers at the tills scanning over 1200 items an hour 
General cleaning duties 
customer service advisor | the automobile association | september 2014 to october 2017
Dealing with internal and external customer queries over the telephone 
Making travel arrangements for broken-down customers as part of their cover 
Maintaining customer records and adding notes when contact has been made 
Managing and assisting a team of 15 whilst the line manager was not available 
Coaching colleagues to help with their problem areas so that they were able to meet to business KPIs  
cleaner | green your space | january 2014 to september 2014
Mopping, vacuuming, buffing floors of the building 
Working in a small team to get the office building to a clean standard for the next working day 
Serving food and refreshments to those attending meetings/conferences 


Cover letter
Dear Recruitment team

I am writing to you to go into depth as to why I am applying for the role of customer service advisor with yourselves which I came across on WM Jobs.

I have taken an interest to the role of customer service advisor as it allows me to continue doing what I enjoy. My hope is to be successful in gaining this role with yourselves and feeding my hunger to continue learning on the way.  For me, customer service means making sure the person who has got in touch with you has left with their questions answered and is satisfied with the agreed actions you will take to resolve the issue. 

I believe I would be a good match for this role as I have 7 years’ worth of experience within customer service provided both via telephone, face to face or written form (live chat/emails). From my employment history you can see that I am able to absorb new processes and knowledge on the sector I’m working in with ease and provide a good level of service. Once I am familiar with all of the knowledge needed for the role, I would like to be able to develop further by supporting staff with training needs and eventually progress from there. 

Thank you for taking time to go through my application, curriculum vitae and covering letter. I would appreciate any kind of feedback once you have gone through your selection progress as I know there is always room for improvement. I am happy to receive a phone call or email with feedback included, details can be found on my CV.

Yours faithfully
Olivia Reid
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JOB DESCRIPTION

	POST TITLE
	Customer Service Advisor 
	DIRECTORATE
	Customer Service Transformation and Business Support 

	
	
	TEAM 
	Customer Contact Centre 

	GRADE
	c
	LOCATION
	Endeavour House Meriden Drive Solihull,B37 6BX

	SALARY

	£20,092 - £23,080
	DATE
	 May 2021




Job Purpose
The Customer Contact Centre deals with incoming calls and enquiries from a variety of customers including residents, applicants and external agencies. These cover the full range of frontline customer services including housing, homelessness, rents and repairs 

A Customer Service Advisor provides a professional, high quality and customer focused service ensuring all internal and external contacts are answered politely and promptly within the agreed service standards .This will include phone calls, emails, voicemails, texts and all other customer contacts across a broad range of topics. 
You will deliver a high quality service to meet the individual needs of all customers and wherever possible resolve their enquiries at first point of contact.  
You will be expected to be an effective member of the Contact Centre team providing an excellent service to all our customers and clients.



Duties and Responsibilities
You will be responsible for the following duties:
To deliver customer service excellence. Politely and professionally answering all calls, emails, voicemails and texts offered within agreed timescales and service standards.
Deliver First Contact Resolution by completing all enquiries and transactions without referral to another source wherever possible.
Efficiently handle the peaks and troughs in workload associated with all housing related enquiries. 
Accurately input information into computer systems.
Consistently deliver an excellent customer service within focused targets as specified.
To challenge existing procedures to help develop better working practices and improve service delivery to customers.
Share knowledge and work collaboratively  to improve personal and team performance  
To complete all outbound activities in line with team objectives
Operate within relevant company policies 
Any other duties as may reasonably be required as directed by the Team Manager or Customer Contact Manager.
PERSON SPECIFICATION

	POST TITLE
	Customer Service Advisor 
	DIRECTORATE
	Customer Service transformation and Business Support 

	
	
	TEAM
	Customer Contact Centre 

	GRADE
	C
	LOCATION
	Endeavour House Meriden Drive Solihull B37 6BX

	SALARY

	£20,092 - £23,080
	DATE
	Feb 2020



METHOD OF ASSESSMENT (MOA)   AF = Application form, T = Test, I = Interview

	
	ESSENTIAL
	MOA
	DESIRABLE
	MOA

	Education & Qualifications
	Able to demonstrate a proficient level of numeracy and literacy either through demonstrable work experience or qualifications. (equivalent to  GCSE pass in English and Mathematics  )
	AF/T
	NVQ qualification in Call Centre Operations / Customer Service or knowledge and ability at an equivalent level 
	AF/I

	Experience & Knowledge
	At least one year’s experience of customer service focused work, in either a face to face or telephone environment

Proven experience of effective communication at all levels 

A basic knowledge of Contact Centre processes and telephone systems

Good working knowledge of Data Protection

Good knowledge of Microsoft packages




	AF/I






AF/I


I



AF/


AF/II
	Experience of making outbound calls e.g. customer surveys 

Experience of delivering first contact resolution and handling low level complaints.

Knowledge of housing management and services.   
	AF



AF



AF

	Skills & Abilities
	Excellent communication skills including clear written and spoken English

Excellent customer care and interpersonal skills.

Excellent problem solving and  negotiating  skills

Pleasant and engaging telephone manner.

IT literacy including information systems, databases and email.

Ability to extract and interpret data from computer systems  

The ability to work individually and within a team environment, with minimal referral. 

The ability to prioritise workload and meet deadlines

Clear and concise verbal skills with the ability to communicate effectively at all levels and respect diversity and cultural difference
	AF/I/T


AF/I/T

AF/I/T


I/T


AF/I


AF/I/T

I/T


I/T


I/T

AF/I/T
	
	

	Disposition
	Flexible in work approach and adaptable to change.

Able to work in a pressurised environment including dealing with difficult situations in a calm and positive manner. 

Sympathetic and understanding of the needs of the customer 

Positive and confident 

Assertive and motivated 

	AF/I


AF/I




AF/I


I/T


I/T
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