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	Role Profile
	

	Job Title:
	Customer Service Coordinator

	Grade:
	OCS2

	Reports to:
	Customer Service Manager  

	Location and Working Pattern:
	Home Based, UK

	Department:
	Operations

	
	



	About the role
	

	Summary:
	You’ll provide support to internal/external stakeholders or learners and assist with the successful delivery of our services/programmes whilst providing excellent customer service.
You’ll act as the first point of contact and provide high quality support to specified clients. Your focus will be to coordinate internal resources to ensure key tasks are delivered in line with required learning outcomes and in accordance with contract terms.

	Role Responsibilities:
	· Complete tasks or objectives following company policies, procedures or methods to agreed timescales/KPIs/SLA’s
· Work with internal and external stakeholders and learners to deliver our services and programmes
· Timely and successful completion of all required documentation in-line with regulations/governance
· Deliver high levels of customer service to assist the wider team
· Plan and organise own workload and coordination of related activities
· Maintain strong relationships with members of the client team
· Raise issues that risk project delivery and/or agreed costs and timescales
· Escalate risks to ensure appropriate action is taken to mitigate them

	Your Experience/Skills:
	· Experience of using IT systems e.g. Client Relationships Management is desirable
· Working to defined deadlines where high levels of accuracy are required
· Track record of successfully delivering assigned tasks and/or events - desirable
· Experience within a highly client-centric environment, servicing a wide range of offerings
· Working to tight deadlines where high levels of accuracy
· Demonstrate a good working knowledge of Microsoft Office Word/Excel/Outlook (2007 and above).
· Understanding of excellent customer service

	Key Competencies:
	· Customer service and effective communication 
· Team working and building relationships
· Accuracy and data integrity
· High standard of literacy and numeracy
· Methodical and accurate with a proven ability to focus on detail
· Results focused – dynamic, decision-making, efficient and effective
· Ability to work independently and effectively, under pressure and to deadlines
· Task ownership
· Product knowledge
· Planning and organisation
· Proven organisational and planning skills	
· Drive and determination
· Self-motivated with initiative and drive
· Commercial awareness

	About QA
	At QA, we believe the future belongs to organisations that are able to learn, master and apply new skills at pace and scale. As the largest tech training company in the UK and the fastest-growing in the US, we partner with 96% of the FTSE and most of the Fortune 500. We have served over 4,000 customers and 1+ million learners since 1985.

We believe skills alone aren’t enough but need to be applied back to the business in order to effect change. We do this through tailored learning programmes that connect learning across an organisation’s siloes, create continuity for learners, and feature collaborative, cohort-based modalities to apply skills at pace and at scale. Our unique end-to-end learning solution draws from deep expertise across apprenticeships and instructor-led training, and self-paced learning.
Please find out more about us at https://www.qa.com/about/careers/
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