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GreenSquareAccord Job Description

	Job Title
	Customer Service Officer
	Location
	Brindley Place, Birmingham

	Directorate
	Operations – Customer Support

	Department
	Customer Service
	Date updated
	September 2026

	Job Family 
	Customer Experience
	Grade
	Professional Services Grade 2

	Organisational Structure

	· Reports to: Contact Centre Team Leader
· Direct report job titles: NA
· Any functional reporting relationship job titles outside this: N/A


	Role Purpose

	
Customer Service Officers are the first point of contact for customers across telephone, email and digital channels. They provide an empathetic, professional and customer centric service, taking responsibility for understanding each customer’s circumstances and navigating their enquiry towards the right outcome.

The role requires clear communication, active listening, sound judgement and problem-solving skills to resolve enquiries at the first point of contact wherever possible. Customer Service Officers will maintain accurate customer records, work collaboratively with colleagues across the business and remain open to learning and feedback within a supportive coaching environment. They will manage a varied workload in a fast paced, hybrid Contact Centre while consistently working towards service, quality and customer satisfaction standards.


	Key Accountabilities

	· Act as a first point of contact for customers across telephony, email and digital channels, providing a professional, responsive and customer centric service. Listen actively, demonstrate empathy and adapt your approach to ensure customers feel heard, respected and supported.
· Take ownership of customer enquiries, requests and concerns, using sound judgement and problem solving skills to navigate each interaction towards the right outcome. Resolve enquiries at the first point of contact wherever possible or ensure they are passed to the appropriate team with clear and accurate information.
· Accurately record and maintain customer information across relevant systems, ensuring that actions, decisions and outcomes are clearly documented. Follow agreed processes and procedures to support consistent service delivery and a smooth customer journey.
· Manage a varied workload within a fast-paced, hybrid Contact Centre environment, responding flexibly to changing customer demand across different contact channels. Work towards agreed service standards and individual and team measures relating to quality, productivity and customer satisfaction.
· Work collaboratively with colleagues across Customer Services and the wider organisation to provide a coordinated response to customers, share relevant information and help resolve enquiries effectively. Contribute positively to a supportive and inclusive team environment, whether working from the office or remotely.
· Take responsibility for your own learning and development by participating in training, coaching, quality assessments and regular feedback. Apply learning to your role, remain open to new ways of working and contribute ideas that could improve the customer and colleague experience.

	The GSA Way

	Our commitments are the culture that defines who we are, they shape the way we interact with our customers and colleagues, impact the way we prioritise and make decisions, and are the way we do things around here.

As a GreenSquareAccord colleague, you are expected to demonstrate our core commitments of the GSA Way. These are:

· We believe our customer is everything
· We are one team 
· We are supportive and caring
· We are business-minded for social purpose
· We are curious and ambitious.



	Working Relationships and Contacts

	Internal
	· Contact Centre Management and Team Leaders
· Colleagues across operational service areas
· Support functions and wider business teams

	External
	· Customers
· Contractors and third party agencies
· Local Authorities and partner organisations
· Emergency services and external stakeholders 
· MP’s
· Members of the Public

	Other

	
· Undertake other duties as may reasonably be required.
· Actively contribute and participate in PDR development reviews and discussions, supervision meetings, and other meetings, as required.
· Complete mandatory and role relevant training



Person Specification

A person specification is a list of the essential an/or desirable qualities which candidates should possess. It should be structured in such a way that it can be used as the framework for the shortlisting and interview process.  The specification should relate to the job description and contain all the qualities that are required to carry out the job effectively. It should avoid criteria that are not genuine requirements related to the duties of the post. The requirements should be clear and specific.


	QUALIFICATIONS AND TRAINING

	Essential
	Desirable

	5 GCSE’s at C or above to include Maths and English or vocabulary, verbal reasoning and numerical skills to the equivalent level 
	Level 1 or 2 NVQ in Customer Service




	KNOWLEDGE, SKILLS AND EXPERIENCE 

	
	Essential
	Desirable

	Leadership
	· Manages difficult conversations and conflict effectively.

	· Able to delegate and empower others.
· Able to build trust with others and an environment that encourages motivation.


	Analytical
	· Able to understand basic performance information and determine what actions that would drive improvement
	· Experience using Microsoft Excel to present and interpret data.

	Financial
	N/A
	N/A

	Problem solving
	· Ability to make sound decisions and resolve problems in a fast paced environment.
· Ability to work independently and use initiative when handling challenging situations.
	· Ability to gather and assess information from multiple sources to support decision making.
· Ability to identify root causes and recommend effective solutions.

	Influencing
	· Delivers high quality results in a timely manner.
· Ability to plan, organise and successfully execute multiple tasks simultaneously with timeliness and accuracy.
	· Good organisational, time management and prioritisation skills 

	Customer focus
	· Excellent communication skills with the ability to work effectively with customers, stakeholders and colleagues at all levels.
· Experience dealing with difficult or distressed customers in a professional and empathetic manner.
· Experience working in a demanding customer service or contact centre environment.
	· Experience of identifying opportunities to improve the customer experience and following through from concept to delivery
· Experience of working with multi-channel contact centre software and CRM systems
· 

	General knowledge & advice
	· Good IT skills and experience using systems and software to manage workloads and customer information.
	· Good working knowledge and experience of using of Microsoft Office software such as Outlook, Word, Excel, PowerPoint
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