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	Job Role:
	Customer Support Executive
	Location:
	Colchester Office / Hybrid

	Reports to:
	Customer Service Manager
	Date:
	October 2023

	

	

	There are important additional responsibilities aligned to the level of role and specific additional roles as ticked above. These compulsory responsibilities are defined within the Duties and Responsibilities Policy document number PRP001.

	Purpose of the Role

	
The Customer Support Executive plays a critical role in ensuring exceptional customer satisfaction and maintaining positive customer relationships. Provides timely and effective assistance to customers, ensuring a seamless customer experience. 

Effectively manages, oversees and organises the interaction between a customer and Rapid throughout the customer lifecycle.  Plays an important role in ensuring our customers have a positive and satisfying experience. Responsible for addressing customer enquiries, resolving issues, and providing exceptional service through various communication channels.


	Key Accountability

	
Responsible for managing excellent communication and interaction between the customer and the company, providing a high quality of customer service which increases the company’s reputation leading to increased sales.  
With a range of duties that include processing orders, handling enquiries via incoming calls, updating customer accounts and dealing with correspondence, the Customer Support Executive is the front line for customer interaction with Rapid.  


	Responsibilities

	
Customer Interaction:
· Respond promptly and professionally to customer enquiries via phone, email, chat, or social media.
· Provide accurate and helpful information to customers regarding our products or services.
· Assist customers in placing orders, tracking shipments, and processing returns or exchanges.
· Process a high volume of both telephone and offline orders with speed and accuracy ensuring customers are made aware of all relevant information.
· Promoting our website and facilities at every opportunity to try and convert offline customers to online ordering and returns.
· Ensure our customer contact database is up to date and contacts verified through ordering processes and subscribing customers to our mailing list.
· Able to generate additional sales through the conversation of quotations, uplink products, and promotional selling and proactive calls.
· Customer Qualification; build close relationships with customers and identify customers with potential for sales growth.
· Solicit feedback from customers to gauge their satisfaction and identify areas for improvement in the support process.
· Contribute ideas to improve the overall customer experience.

Issue Resolution:
· Diagnose and troubleshoot customer problems, providing accurate solutions or escalating issues to the appropriate department if necessary.
· Ensure that all customer issues are resolved to their satisfaction, maintaining a high level of first-contact resolution.
· Investigate and resolve customer complaints or issues, striving for a swift and satisfactory resolution.

Product Knowledge:
· Maintain a deep understanding of our products or services to effectively assist customers.
· Stay updated on new product releases and features to provide informed assistance.

Documentation:
· Accurately record and maintain customer information and interactions in our CRM system.
· Document common issues and develop knowledge base articles for self-help resources.

Quality Assurance:
· Adhere to established customer service guidelines and quality standards.
· Contribute to procedural changes relating to product and stock issues.  This includes notifying Procurement Team of website errors and product specification changes to ensure our website data is accurate and up to date; working with Warehouse staff and procurement identifying and amending product weight discrepancies where applicable. 
· Ensure all processes are correctly followed, from our scripted call process to handling returns and errors
· Achieve full accreditation and competence for all areas of Customer Experience, within designated time frames
· Continuously seek ways to improve service quality and efficiency.

Feedback and Improvement:
· Collect customer feedback and insights to help identify areas for improvement.
· Collaborate with management to develop and implement strategies to enhance customer satisfaction.
· Achieve individual performance standards required to meet business needs in accordance with Best Practice Model
General
· Responsible for their own performance, and to support their team in, achieving all targets and job standards set out by the Customer Service Manager.
· Adaptable and flexible in their approach to work.
· Work efficiently and effectively as part of a team.
· To be curious and always looking for a better way to perform a task, in order to improve efficiency.
· Communicative and respectful of all workers within Rapid and their working environment.
· Understand how each task within the team impacts on the overall Client / Customer Experience of Rapid and ensure that they are striving to make this the best possible experience for all concerned.
· Actively participate in internal / external training linked to professional and personal development opportunities.
· Perform any reasonable task that is required of them by their Manager.


	Role Specific Attributes

	
· Proven experience in a customer service role is preferred.
· Excellent communication skills, both verbal and written.
· Strong problem-solving abilities and a customer-centric mindset.
· Proficiency in using CRM software and other relevant tools.
· Ability to remain calm and professional in high-pressure situations.
· Adaptability to changing procedures and technologies.
· Strong organisational and time management skills.
· Empathetic and patient demeanor when dealing with customers.
· Ability to make decisions independently
· Flexibility and posses the ability to multi-task
· The ability to influence and deliver successfully through others
· Understanding the needs of the business along with the flexibility to change according to requirements
· Ability to handle a wide range of activities 


	Rapid Core Values

	Great Attitude
· Bring energy to the team every day
· Motivate and inspire others with a positive outlook
· Build meaningful relationships with colleagues and contacts
· Address problems in a positive way
· Listen carefully, reflect and think broadly, with agility
Be Successful
· Prioritise own workload and be proactive in the pursuit of goals
· Accountable for own performance delivering business goals over personal gain
· Always set expectations and dependencies and deliver to them
· Diligent approach to the detail but not losing sight of the objectives
· Maintain a work/life balance and not be easily distracted
In a Professional Way
· Always punctual with a professional approach
· Dependable due to reliability, flexibility and integrity
· Exceed both customer and colleagues expectations
· Proactively communicate internally to enhance the success of our common goals
· Take pride in sharing your, or Rapid's success externally

With a 'Be Better' Mindset
· A high degree of learning ability, drive and ambition to succeed
· Confident and can articulate strengths and development areas
· Listen well to constructive feedback from line manager and give feedback with good intent
· Positive attitude towards shared goals and set challenging personal objectives
· Constantly look for innovative working practices and processes
· Belief in the ability for new technology to improve our environment and wellbeing


	Quality – “Our Commitment”

	Our Mission is to enhance the UK’s engineering and manufacturing capability through 3 distinct customer sectors utilising Rapid’s technical, supply chain and eCommerce capabilities. 
The key to achieving this is by operating an Integrated Quality Management System (IMS) in accordance with ISO 9001: 2015, ISO 14001 and ISO 45001 and embedding a Continuous Improvement way of working and culture. It is expected that you understand how this commitment to quality affects your day to day role and how you can help to strive for constant improvement in this area.

	By signing below, you are confirming your understanding and agreement with the contents of this document and associated documents and/or policies.

	Job Holder:
	
	Signed:
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