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	Job Title:
	Customer Services Advisor

	Department:
	Customer Services

	Location:
	Office based

	Role reports to:
	Customer Services Team Leader





	
Purpose of Role:

To act as the first point of contact for members, centres, learners and prospective customers, delivering an outstanding customer experience across multiple channels including telephone, email, webchat and social media.

The role is responsible for providing high-quality customer support, membership administration, centre services administration and learner support whilst promoting the value of IMI products and services. The postholder will support customer retention and member satisfaction by providing proactive customer service, high-quality administrative support to centres, and responsive engagement with members to ensure a seamless customer experience.



	Key Responsibilities & Accountabilities

Customer Service & Support
· Act as the first point of contact for customer, member, centre and learner enquiries across multiple channels.
· Deliver a professional, responsive and customer-focused service, resolving enquiries at the first opportunity where possible.
· Manage complex or sensitive issues appropriately, escalating where necessary.
· Maintain accurate records of customer interactions and activities within internal systems.
· Contribute to achieving customer service KPIs and service standards.
Member, Centre & Learner Support
· Support members, centres and learners with enquiries relating to products, services, registrations, certifications and membership.
· Provide administrative support for centre applications, records and related processes.
· Promote the benefits of membership and support retention, renewal and engagement activities.
· Build positive working relationships with members, centres and key stakeholders.
· Identify and report any concerns relating to malpractice, maladministration or service issues.
Administration & Operational Support
· Maintain accurate customer, member, centre and learner records and documentation.
· Support business processes including reporting, communications, invoicing and payment administration as required.
· Assist with departmental projects and operational activities to ensure effective service delivery.
· Support colleagues and wider team activities during peak periods.
Continuous Improvement & Team Working
· Contribute to service improvement initiatives by identifying opportunities to enhance customer journeys and processes.
· Work collaboratively with colleagues and stakeholders to deliver departmental objectives.
· Share knowledge, best practice and customer feedback to support continuous improvement.
· Maintain up-to-date knowledge of IMI products, services, systems and procedures.


	Line Management
· n/a




PERSON SPECIFICATION

	Essential Knowledge & Experience

· Proven experience in a customer service or customer support environment.
· Excellent verbal and written communication skills.
· Experience of handling customer enquiries through multiple channels.
· Strong administration and organisational skills.
· Excellent attention to detail and data accuracy.
· Experience of working to service levels, targets or performance measures.
· Ability to build effective relationships with customers and colleagues.
· Experience using CRM databases and Microsoft Office applications.
· Ability to manage competing priorities and work under pressure.
· Strong problem-solving skills and customer-focused approach.


	Desirable Knowledge & Skills

· Data analysis
· Membership organisation experience and/or Awarding organisation or education sector experience.
· Knowledge of the automotive sector.
· Experience of working with customer feedback and service improvement activity.
· Understanding of GDPR and data protection principles


	Essential Qualifications:
· Level 2 or equivalent experience.


	Other Requirements

· To always adhere to the IMI Customer Charter. 
· To be flexible in hours worked for a 35hr week (7hrs a day) to cover core business hours of 08:00-17:30.



The job description may be amended from time to time by Company and, in addition to duties and tasks set out in the job description, you may be required to undertake additional or other reasonable duties and/or tasks as necessary to meet the needs of the Company.
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