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	JOB TITLE:
	BAND: 

	Helpdesk Advisor
	F

	PURPOSE OF ROLE/JOB SUMMARY:	

	Acts as the first point of contact to members, advising them on work related issues, referring them on as appropriate.

The role is widely varied from updating member records to providing support and advice on a broad range of employment issues. You’ll need to have an empathetic and understanding manner and be able to work confidently with our members to ensure Prospect delivers a high level of customer service. 

	REPORTS TO:
	Helpdesk Team leader

	KEY DUTIES/RESPONSIBILITIES:

	· Provide advice and support to members using employment law knowledge and available resources.
· Advise and support members with settlement agreements.
· Provide detailed call logs of more complex queries and cases to the relevant person.
· Maintains good relationship with branches and Prospect Officials.
· Assist in developing and maintaining the Helpdesk’s resource.
· Assists with overflow of membership-related tasks such as telephone applications and annual payments.
· To monitor and report on existing cases as required and participate in identifying trends.

	
EXPERIENCE:

	· Experience of providing employment law advice either face to face or in a contact centre environment. 
· Experience of learning new systems to a high standard. 
· Experience of working proactively, self-managing time and workload. 
· Experience of capturing detailed information and data input. 
· Proven track record of providing excellent customer service, preferably within in a contact centre.
· Experience of providing support and advice to customers. 

	KNOWLEDGE/SKILLS & QUALIFICATIONS:

	Essential Knowledge & Skills

· Employment Law knowledge 
· Excellent telephone manner with strong verbal communication skills 
· Strong attention to detail 
· Sound analytical and problem-solving skills
· Ability to understand and apply processes 
· Ability to build rapport quickly
· Excellent organisational skills and the ability to multitask and priorities
· Ability to work in a team and work using initiative  

Desirable Qualification

· Employment law degree





	COMPETENCIES AND BEHAVIOURS:

	· Deals with enquiries and requests from members in a sensitive, realistic, and sympathetic manner.
· Listens, clarifies, and summarises queries from members, to establish the appropriate course of action.
· Provides accurate and up to date advice to members.
· Is confident in communicating and acts with appropriate discretion when dealing with members.
· Uses different approaches to convey message to others, to ensure understanding and gain acceptance.
· Effectively organises and priorities own workload in agreement with other team members.
· Responds to high-priority tasks within deadlines.
· Works with relevant colleagues to develop and maintain good office practice and procedures.
· Knows when to alert line manager to potential issues and problems.

	

	




	Status:
	Draft
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	Version:
	V1
	
	

	Originator:
	People & Operations Director
	
	

	Date: 
	24/4/23
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