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JOB DESCRIPTION – CUSTOMER SERVICES ASSISTANT
Re-Union Canal Boats Ltd
Re-Union Canal Boats Ltd is an innovative social enterprise operating boats in Edinburgh and Falkirk and delivering training programmes on and around the Union Canal.  We offer a commercial and professional boat hire service which generates income to subsidise our training programmes and community activity. We work with volunteers from all walks of life to help us meet our social aims and objectives. More information on Re-Union is available at www.re-union.org.uk.  

The organisation now needs an experienced Customer Services Assistant to manage bookings, trip co-ordination and general office functions to ensure Re-Union delivers excellent customer service.
To be considered please send your CV to manager@re-union.org.uk with a covering e-mail detailing how you meet our requirements.  Closing date Friday 19th May 2017
Conditions of Service:
· Part time – 20 hours per week over 5 days
· Salary £16,500 pro rata

· 3 months probationary period

· 25 holidays per annum plus 13 public holidays pro rata

· Responsible to Re-Union General Manager

· Based at Re-Union Canal Centre, 15 Valleyfield Street, Edinburgh EH3 9LP

Main responsibilities:

· Ensure Re-Union provides high standards of customer service, advice and care 
· Maintain administrative and financial systems in relation to Re-Union’s boat hire services

· Maintain Re-Union’s social media communications regarding boat hire and activities

· Provide an administrative support service for the organisation. 

Key Tasks and Activities:


Customer service:

· Answer e-mails and deal with general phone enquiries 

· Answer all customer queries about boat hire and give information on availability, timings and costs of trips

· Operate and maintain the on-line booking system for boat hires

· Make arrangements on behalf of customers (e.g. catering on trips)

· Liaise with customers to ensure their events and trips are enjoyable and stress-free

· Maintain a list of all trips and liaise with the Volunteer Coordinator to ensure skippers and crew are available for all trips

· Maintain, update and reconcile client database and mailing lists

· Responsible for outgoing mail including mail-shots

· Assist in the organisation and delivery of promotional events

· Provide admin support for other Re-Union staff in carrying out their duties

· Maintain stocks of stationery, cleaning products etc

· Any other reasonable duties required for the effective day to day running of a busy office.

Communications:

· Make posts on social media and the website to promote Re-Union’s boat hires

· Publicise other Re-Union activities through social media

· Collect feedback from boat customers and publish where appropriate

Financial systems:

· Take credit card payments on the telephone for deposits and bookings
· Ensure effective liaison with finance staff re bookings and payments

· Follow up customers for payment in advance of boat trips.

Person Specification:
Personal Qualities:

· A real commitment to providing excellent customer service

· Professional approach



· Friendly, enthusiastic and confident

· A flexible approach to working in a small team

· Ability to adapt to new circumstances and change  

Skills and Experience:

· Experience of working in a customer service environment

· Demonstrable experience in a similar administrative role.
· Excellent communication skills, verbal and written.

· Excellent IT skills (including Microsoft office)

· Experience of social media in a business environment 

· Experience of maintaining websites would be an advantage 

· Experience of working with the Xero accounting system would be an advantage

· Experience of working with BookingBug booking system would be an advantage

· Ability to manage a workload and to work on own initiative without supervision as part of a small dedicated team.
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