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JOB DESCRIPTION

	Job Title:

	Customer Service Advisor

	Date Created:   October 2022

	Reports to:

	Head of Communications & Customer Services

	Responsible for:

	No direct reports

	Principally relates to:

	Marketing & Development Director, Head of Visitor Services, HR Manager, Visitor Services Advisor Managers, Marketing Officers


	Purpose of the role:


	Provide excellent customer service via phone, email, and social media to visitor enquiries, ensure accurate and detailed information is provided to maintain our reputation for excellence in customer care. Ensure follow up to enquiries are completed. 




Main Areas of responsibility:

· Answering all phone queries, taking ownership of the call to ensure that the highest level of customer service is always delivered.    
· Ensure that all calls are handled professionally and deliver a positive customer experience.
· Direct calls to relevant members of the staff team
· Manage and complete customer enquiries and any issues relating to ticket purchases, amendments, and refunds
· Take payments over the phone and process refunds where necessary
· Respond to all emails in the ‘hello’ email box. Where necessary, ensure any emails are forwarded on to the correct department
· Ensure all social media queries are responded to within current agreed service levels.
· Draft all communications consistent with the Eureka! brand and presented in a professional and accurate manner.
· Provide administrative support across all departments, as necessary.
· Carry out duties with due regard to confidentiality and security of information.
· Observe all health and safety procedures so that risks to the health and safety of staff and visitors are minimised.  
· Any other reasonable duties that maybe required of the role 

Details of education required, and qualifications needed:
· GCSEs in English & Maths at grades A-C essential (or equivalent)

Essential qualities/ experience:
· Excellent communication skills
· A positive and pro-active approach
· Excellent customer service skills
· An understanding of social media channels
· Great people skills and a positive team player
· Demonstratable ability to plan and prioritise own workload with minimal supervision
· Excellent attention to detail
· A conscientious and punctual manner


Desirable experience:
· Knowledge in a ticketing system
· Experience of working in a similar environment 

Any other considerations:
· Working weekends and Bank Holidays to be discussed at the interview
· This role is subject to DBS and relevant background checks
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