PERSON SPECIFICATION
CUSTOMER SERVICE ADVISOR 
Corporate Core
	Short-listing Questions
	Essential
	Desirable

	Provide details of your experience of working in a busy frontline contact centre for the public in a customer service related environment.  
	(
	

	You must have the ability to take ownership and generate solutions to problems at first contact reducing the need for repeat contacts from customers, tell us how you have done this, giving examples.
	(
	

	Use active listening and effective questioning skills and efficient decision making skills you will successfully de-escalate potential complaints.  You will need to work to standards   and be able to use your own initiative. 


	(
	

	Provide details of your experience and ability to follow complex processes/policies & business rules to answer customer enquiries. Tell us how you have done this giving examples. 
	(
	

	Provide examples of your ability to accept criticism and work well under pressure and deal with distressed, irate and aggressive members of the public in a responsive, sympathetic and tactful manner.
	(
	

	Proven experience of maintaining high personal standards of performance, working in a contact centre target driven environment whilst adhering to the customer care charter.
	(
	

	Experience of dealing with specialist services adhering to legislation and policies and the ability to develop your knowledge of specialist service areas.  Have an understanding of council services. 
	(
	

	Provide details of your experience of active listening and negotiation skills in a debt collection environment.
	(
	

	Give details of your experience in using multiple computer systems quickly and effectively ensuring accuracy and attention to detail.  
	(
	

	Provide details of your ability to multi task and flexibility to adapt to fast changing work environments.
	(
	

	Provide details of your experience in developing productive working relationships with colleagues and team members and how you contribute to team objectives.
	(
	

	You must understand the importance of maintaining confidentiality; describe how you meet this criteria providing examples of your experience.
	(
	

	Demonstrate you have the ability to converse at ease with customers and provide advice in accurate spoken English for an extended period of time where necessary.
	(
	


