


JOB DESCRIPTION

JOB TITLE:

    Care Support Advisor
RESPONSIBLE TO:                   Care Support Team Leader
ACCOUNTABLE TO:                Shared Services Manager  - The Hub
WORKING PATTERN:              Full time Monday- Friday 8:30-5:00 or 9:00-5:30
 Care UK’s Values:
· Every one of us makes a difference

· Customers are at the heart of everything we do

· Together we make things better

Job Summary:

The Care Support Team is a critical part of the Shared Services Hub team. The primary focus is to support those who are looking into care for a loved one. The support provided ranges from advising on our current processes, describing our care homes relative to the prospective resident’s needs and ultimately guiding them through what can be a very sensitive journey. 
Key Role Responsibilities:
The Care Support Advisor will provide a professional, understanding and empathetic level of service and support to our key customers. The Care Support Advisor will be adaptable to change and open to trialling new processes. They are responsible for contributing towards our internal Service Level Agreements, as well as both team and individual targets. The team is pivotal in supporting the company to reach its occupancy targets.
The Care Support Advisor will need to be competent in several systems including the Microsoft package (Excel, Word primarily), Outlook and be able to navigate our internal care recording and CRM system. 
Key Accountabilities:
· Accountable for understanding both the company and the team vision
· To have in depth knowledge of all the Care UK care home estate 

· For showing empathy and understanding on every call, email, intranet response and having the ability to put themselves in the ‘customer shoes’ – delivering customer service excellence

· For resolving issues within agreed SLAs

· For accurate data logging 
· For building great relationships across the business
· For delivering excellent customer service
	CRITERIA
	ESSENTIAL
	DESIRABLE

	Qualifications


	· GCSEs (or equivalent) 

      including English
	· GCSE Maths

· AS or A2 qualification

· Business Admin qualification

· Customer Service qualification



	Experience
	· Experience in a Customer Service/Customer Sales/Helpdesk  or Administration role

· Experience of supporting a field based team


	· Experience of working in the care industry

· Experience of working in a ‘start up’ team 



	Technical Skills 
	· Excellent customer service skills

· Excellent call handling skills

· Strong Communication skills  written and verbal

· Confident & competent in Word, Excel and Powerpoint

· Ability to use multiple systems simultaneously 


	· Formal CS skills training
· Formal 



	Personal Qualities

 
	· Natural empathetic personality and caring nature
· Passionate about delivering a professional, friendly customer service – able to put the customer at the heart of everything they do
· Ability to adapt style to suit audience

· Dynamic – makes a difference

· Accurate with a high attention to detail

· Target focused – always striving to improve personal and team performance

· A desire to drive own learning and development 
· A flexible approach and the ability to deal with ambiguity when necessary
· A multi-tasker

· A self-starter

· Positive outlook

· A team player


	


