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Job Description
Job Title: 

Contact Centre Agent
Reports to: 

Contact Centre Manager 
Department:

Contact Centre

Salary Range:
£11,000 to £15,000 pro rata
Hours per Week:
37.5
________________________________________________________________
Main Responsibilities:
· To offer best practice advice to individuals who have made enquiries/applications for credit or debt help
· Convert these enquiries/applications into cases applicable for a debt and/or alternative solutions and transfer the case to a Financial Solutions Advisor 

· Ensuring the company image is portrayed in a professional manner at all times
Key Tasks:
· To work prospect leads daily including previous contacts, follow up and cold enquiries
· To work any other lead types provided, for example, hot key and inbound calls from affiliates
· To take comprehensive details from the client regarding their personal information and current financial commitments
· Establish the client meets the criteria set
· Ensure the CRM system is updated 
· To transfer ‘live’ leads to a financial solution advisor through the dialer system
· To deal with clients in a friendly and professional manner and in line with the company standards and policies

· Achieve the daily and monthly KPI targets set out
· Cover any overflow sales calls and ensure relevant details are relayed to the appropriate advisor 
· Ensure the client is dealt with in the appropriate manner
· Proactively outbound call as directed by Manager to ensure maximum availability
· Provide support to other areas of the business via call centre contact outbound activities Lead generate from inbound call channels
Additional Responsibilities:
· The Health and Safety of colleagues and visitors
· Adherence to the Company’s Equal Opportunities and Diversity policy
· Any other duties deemed within your capabilities 
Person Specification

Job Title:
Call Centre Agent

	Area
	Description
	Ess
	Des
	Measurement

	Knowledge
	Understanding of call centre operations
	
	(
	Application Form
Interview

	Experience
	Experience of working in a call centre environment
	
	(
	Application Form
Interview

	
	Volume outbound calling to generate leads and/or sales
	(
	
	Application Form
Interview

	
	Objection handling
	
	(
	Test

Interview

	
	Exceeding targets
	(
	
	Interview

	
	Using a dialer system
	
	(
	Interview

	
	Experience of keeping accurate records
	
	(
	Interview

	
	Experience of using Microsoft applications
	(
	
	Test

	
	Experience of adhering Company policy i.e. timekeeping
	
	(
	Application Form
Interview

	Skills
	Building rapport with clients
	(
	
	Application Form
Test

	
	ECDL or level 2 equivalent in ICT
	
	(
	Certificate

Test

	
	Level 2 Literacy (or equivalent)
	(
	
	Test

	
	Level 2 Numeracy (or equivalent)
	(
	
	Test

	
	Excellent verbal and written communication skills
	(
	
	Test
Interview

	
	Ability to manage own time and prioritise workloads
	
	(
	Interview



	
	Ability to work on own initiative
	(
	
	Interview

	
	Ability to work in a team
	(
	
	Interview

	
	Ability to visibly demonstrate the Company’s vision, values and standards
	(
	
	Interview



	Attributes
	Driven
	(
	
	Interview

	
	Ambitious
	(
	
	Interview

	
	Empathetic
	(
	
	Interview

	
	Professional
	(
	
	Interview

	
	Willing to work additional hours
	(
	
	Application Form
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