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Primary purpose of the role   
 
A Contact Centre agent’s primary role is to respond to any form of contact from our customer base.  
Within this role, the requirements are: 
To provide the highest quality service to all PSA Finance customers within a contact centre 
environment of approximately 20 customer service advisors.  
You will receive an initial two weeks of training on our bespoke systems, and our products.  

 
Main responsibilities 

 To deal with all incoming communication and where appropriate, resolve within Company 
Policy and service levels. 

 To develop and maintain appropriate knowledge in products, procedures, policy, legislation 
and technology. 

 To liaise with customers, branches and other departments to ensure the provision of a 
quality service within given service levels. 

 To ensure all customer related data is accurately recorded and always factual. 

 To show a positive attitude to all team members by being loyal and fully committed to team 
objectives. 

 To undertake all other tasks and responsibilities as requested by the Line Manager 

 Demonstrate flexibility and the ability to work within all areas of the department, to cover 
seasonal peaks in volume of work and as workload dictates. 
 

Operational Context 
Working environment 
The successful candidate will have an excellent telephone manner, customer service and computer 
literacy skills, having worked in a contact centre environment previously. The role holder will also be 
adaptable to a lively and changing environment. 
 
Decision making scope  
The job holder will be required to have a large product knowledge base and be familiar with all 
processes in order to deal with each call on an individual basis and make decisions on the best 
course of action, referring to a Team Leader for best practice or advice as appropriate 
 
Supervision received 
The jobholder will be expected to work within the guidelines of procedures in undertaking their role 
with the performance of the jobholder being monitored and measured on results against targets. 
 

Principal challenges/Difficulties  
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Statistical Details 
 
1. Number of direct reports:  
 
2. Economic data:  
 
3. Any other quantitative data:  
 
 

Qualification and Experience 
 
Foreign language skills  
Not required 
 
Professional qualifications, vocational training, education level  

 5 x GCSEs ‘A-C’ levels, including English and Maths required  

 ‘A’ levels or equivalent desirable   
 
Previous experience required 

 Experience in Customer Services environment is essential  

 Excellent communication skills with the ability to liaise and communicate with all levels of 
colleagues and customers is essential 

 

Personal Characteristics required  
 Excellent Customer Services skills  

 Ability to communicate effectively by letter, email and telephone, in order to achieve clarity 
amongst colleagues and for our customers.  

 High level of listening skills and the ability to determine relevant information 

 Ability to prioritise and multi task. 

 Ability to adapt to change  

 You will be required to work 1 weekend in 4 on a rota’d basis  
 

Career Path  
 
This position is an excellent opportunity to gain a vast knowledge of both the processes and systems 
used in Customer Services 
 
On leaving this position, a job that would be considered a promotion is:  
 
Customer Services Project Specialist, Customer Services Administration Senior Advisor, Customer 
Services Team Leader, Recoveries Advisor, Customer Accounts Advisor 
 
Equivalent positions which could constitute lateral moves:   
 
Collections Administrator, End of Contract Advisor, Validation & Funding Administrator, Cashier 
Administrator 


