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Role Mandate
Job Title:
Function /CFBU:
Dimensions of the Job:
Reports to:
Location:

Depot Customer Service Advisor
Customer Service – Supply Chain
External and Internal Customer Service and cross company communication
CS Supervisor
Depot Based: (Runcorn)

Job Summary: PHOENIX aims to deliver market leading customer service in handling all aspects 
of our customer and internal customer requirements to the highest standards. You 
will need to have a passion for delivering efficient, accurate and brand 
representative customer service that will consistently delight customers resulting in 
increased customer loyalty. A critical element to the role is ensuring a high level of 
accuracy in data capture for all transactions.

The role requires a professional and dynamic approach to customer service with a 
desire for continuous improvement. This role reports to the CS team and is part of a
CS virtual team. This role is not based in the central CS team.

Responsibilities : · Being the day to day business support for the central customer service team
and being the sole point of cs contact (SPOC) for the base location and 
remote locations in a named geographical area

· Providing customer support by answer incoming telephone calls during 
designated peak call periods.

· Processing customer orders efficiently and accurately in line with customer 
service processes.

· Proactively resolving cases in CRM to avoid case escalation and / or 
customer complaints

· Internal and External Customer communications, raising, investigating and 
resolving queries.

· Providing accurate advice and information regarding our services & 
products.

· Adhere to all processes, procedure and work instructions located on the 
knowledge Centres.

· Complete administration tasks that contribute to the competency and quality
output of the team.

· Any other agreed duties or administration tasks as and when required  that 
support the efficiency of the depot operation and positively influence the 
customer experience

· Providing support to the other depot customer service locations when 



PHOENIX Medical Supplies will be recognised as a provider of 
top class business relevant solutions to the UK healthcare industry,
operating with honesty and integrity to  show leadership in partnership

required (Holidays, absence etc)

Key Experience,
Knowledge, Skills &
Qualifications:

Key Experience
Essential:

· Previous experience working in a contact centre or customer service 
environment dealing with inbound calls. 

· Data entry/capture environment

Desirable
· Knowledge of depot operational processes

Knowledge and skills
Essential:

· Excellent communication and interpersonal skills; reporting lines are cross 
functional and CS supervisors are remote

· Ability to build relationships both face to face, and through written and 
verbal communication including monthly skype meetings

· Energetic, positive and motivated

· Excellent problem solving skills and having resolution orientated th inking

· Results focussed for both quantity and quality measures

· Passion for continuously improving the customer experience

· Resilient, with an ability to overcome challenges.

· Ability to work alone and as part of a team

· Flexible approach to work with evolving workloads

· Having a positive “can do” attitude

Qualifications
Essential:

· Minimum 5 GCSE’s or equivalent including English & Maths

Desirable:
· Customer Service NVQ qualification Level 2 or equivalent
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Key Interfaces · Customer Service advisors & management teams
· Depot colleagues and management teams
· External customers
· CS supervisors will review performance monthly by skype and face to face once a 

quarter.
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