[image: image1.jpg]



	JOB DESCRIPTION


	Job Title:
	Casual Customer Service Advisor

	Hours of Work:
	Various hours on a casual basis, including weekends and match days.

	Department:
	Fan Centre/Everton Two Store

	Location:
	Goodison Park

	Responsible to:
	Training and Development Manager 

	Responsible for:
	No line management responsibilities


	Role Summary 

	To be the focal point of contact for Everton Football Club customers; responsibility for responding to and logging feedback within agreed timescales. 

To support the monitoring if incoming and outgoing communications, ensuring the delivery of a ‘Nil Satis Nisi Optimum’ Customer Service at all times via our CRM, Salesforce, and maintaining a strong focus on Data Protection.

To manage match ticket sales at the Everton Two Store as and when required, delivering excellent customer service at all times.




	Key Responsibilities 

	· Be the first point of contact for customers, building rapport and relationships with customers, and ensuring that all enquiries are dealt with in a friendly and professional manner.

· To help with ticket sales over the telephone if and when required.

· Ensuring that all calls are answered in a timely and efficient manner.

· To manage the flow of information between the Fan Services Centre, other departments and the customer, delivering excellent customer service at all times both internal and external stakeholders.

· Liaise with and/or refer calls to other departments/external parties where necessary.

· To handle customer complaints, ensuring complete resolution within agreed timescales.

· To interact with colleagues from other departments to ensure good working relationships and delivery of ‘Nil Satis Nisi Optimum’ customer service.

· Update the customer file and/or diary system after each call, recording all contact information, customer requirements and follow up information.

· Action postal/fax/e-mail correspondence where necessary.

· Ensure regular cleansing of customer data to maintain the accuracy of the data systems.

· Maintain product knowledge on the full range of goods and services provided by the Company.

· Maintain knowledge of company policies, procedures and processes.

· Administration, general office and ticketing fulfilment duties as and when required. The ability to work towards meeting deadlines is essential.
· Fulfilment of FOREVERTON Membership Packs and Season Ticket Membership Packs/administration if and when required.
· Upsell and cross-sell all Everton related products when possible and raise awareness of other services available
· To assist the Fan Centre Team Leader with the introduction and roll out of ‘Live Chat’ during unsociable hours, ensuring that customers receive a high level of customer service outside of usual working hours.
· To carry out Match day duties.

	Other Responsibilities

· Take responsibility for personal performance and the development of personal skills to ensure the required skills, knowledge and competence to fulfil the role.

· Encourage and promote the values of Everton Football Club and to comply with the required standards of conduct and so promote the Club within the community by acting with integrity and honesty.

· Promote, adhere to and implement the Clubs Equality and Diversity Policy and to work consistently to embed equality and diversity within Club.

· Ensure that all work is completed in a priority basis, and work meets a high degree of professionalism, quality and craftsmanship.

· To attend staff meetings as required.

· To attend training courses and external seminars and meetings as appropriate/required.

· To be aware of current trends and best practice in your field of specialism.

· To continually look for ways to develop and improve the service provision of the department.



	PERSON SPECIFICATION


	Skills & Abilities

	Essential
	Desirable

	· Highly Computer literate (with excellent abilities on Word, Excel and ideally Database knowledge and application)

· Ability to create and maintain accurate / accessible and organised documentation 

· Excellent communicator, both written and verbal, who places high value on attention to detail

· An ability to adapt quickly, be flexible in the face of change and solution orientated

· Ability to remain calm under pressure.

· Ability to work independently and with internal and external teams
· Excellent organisational and time management skills –with an ability to anticipate and prioritise diverse workload.

· Ability to effectively manage customer & staff relationships, promptly respond to queries, ensure promises are kept and manage expectations
	



	Knowledge & Experience

	Essential
	Desirable

	· Experience of handling customer complaints

· Experience of delivering excellent customer service

· Experience of dealing with customers face to face and over the telephone

· Experience of in-house customer databases
	· Experience of outbound calling



	Personal Attributes

	Essential
	Desirable

	· Driven, motivated, creative and innovative
· Committed to providing excellent customer services at all times

· Good team player who can work on own initiative

· Sense of humour and strong sense of team spirit.

· Proactive “can-do” approach to work

· Willingness to work weekends and match days
	


	Qualifications

	Essential
	Desirable

	
	· NVQ (or equivalent) in Customer Service

· GCSEs (or equivalent) in Maths and English at Grade C or above


	GENERAL RESPONSIBILITIES


	General Responsibilities 

	Employee Relations

To make suggestions to improve the working situation and contribute to positive employee relations within their area of work and Everton Football Club as a whole.



	Health & Safety

To take reasonable care for the health and safety of yourself and other employees and members of the public who may be affected by your acts or omissions at work. 

To comply with all aspects of the Everton Football Club Health and Safety Policy and Arrangements, to enable the Company to perform its civil and statutory obligations in relation to Health & Safety.



	Customer Service

Identify and meet the needs of colleagues and our customers, focusing on initiating and welcoming contact and communication whilst striving to deliver first class customer service.

Recognise potential complaint situations and make effective steps to avoid and/or resolve these situations.



	Self Development

To take responsibility for your own development and to help realize your own potential by undertaking any necessary internal or external training sessions in accordance with the Company’s Performance and Development Review Policy.  



	Team Work

Ensure effective communication within your work team and across the Company whilst actively offering support and guidance as necessary.



	Equal Opportunities and Harassment

To cooperate with measures introduced to ensure there is equality of opportunity in employment.  To ensure understanding, awareness and compliance with the Company’s Equal Opportunities Policies.

To ensure that the working environment is free of sexual and racial harassment and intimidation and any other form of harassment constituting unacceptable behaviour which is personally offensive.




This document is a guide only and should not be regarded as exclusive or exhaustive.  It is intended as an outline indication of the areas of activity and will be amended in the light of changing needs of the organisation.
All employees may be required to undertake any other duties as may be reasonably requested.
