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Role Profile 
	Job Title: 
	Customer Support Officer

	Reports To: 
	County Development Manager
	Jobs Reporting into the Job Holder:


	N/A

	1. Job Purpose

	· To provide and promote a professional, high quality, front line customer focused service to all customers

· The post holder will also be responsible for providing high quality effective and efficient administration support across departments.

· Develop a service that meets and exceeds the individual needs of all customers

	2. Principal Accountabilities/Responsibilities

	· Responsible for day to day support for the Football Development and Football Services departments

· To gain and administer a full working knowledge of and proficiency in the CRM system  

· To support the Cheshire FA Governance department, in all matters relating to Competitions, Discipline and affiliation processes

· To ensure that all database systems are used effectively to help process customer enquiries and accurately record information in a time critical environment. 

· To take ownership and responsibility for the delivery support of key FA programmes such as FA Charter standard, Grow the Game, FA Wildcats programmes in a timely and consistent manner.

· To identify and establish key relationships and act as key account holder to stakeholders for league accreditation programmes.

· To monitor all data and reporting that relates to customer engagement, by manage feedback and act accordingly to ensure resolution is provided promptly and in line with agreed standards and targets. 

· To lead the Support for all Customer Satisfaction Surveys and act on the recommendations for all outbound activities in line with team objectives. 

· Use national and local customer insight to drive delivery, promote and analyse information and make appropriate high-quality interventions to raise standards

· Understanding customer needs and develop plans to address them by reviewing existing and developing Service Level Agreements, policies and procedures to manage the ways in which Cheshire FA can further improve performance and service to its customers.

· Establish a culture of customer excellence across all areas of the business.
· Develop and deliver a company Customer Excellence strategy 

· To lead the Cheshire FA Customer Service Task group

· Report in to Senior Management Team

	3. Knowledge/Experience/Technical Skills/Behaviours

	Essential:-
· Experience in using a wide range of relevant IT packages (CRM, Excel, Word, PowerPoint)

· Excellent communication skills

· Proven ability to manage a varied workload to achieve priorities and objectives

· Excellent problem solving skills

· Willingness to work flexibly and ability to work as part of a team and on your own initiative

· The ability to work under pressure and to deal with challenging situations in a sensitive and creative manner

· Demonstrate a desire to learn and succeed within a service environment

· Demonstrate an ability to develop and maintain positive and co- operative working relationships

· Ability to analyse complex data

· Ability to communicate the interpretation and analysis of data to a wide range of partners and to individuals at different levels

· Ability to monitor and evaluate delivery  

· Demonstrate a working understanding and application of inclusion, equality and anti – discrimination, safeguarding and best practice

· Driving licence

	Desirable:-

· Experience of working within a Customer facing environment

· Additional customer service qualification (ie CICS/NVQ)

· Experience of managing budgets    

· Experience of Sports / Football Development

· Knowledge of the structure and organisations within football

· Experience of running a grassroots club or league



	b) Cheshire FA Values

	· Teamwork


· Integrity


· Inspiration 

· Responsibility


· Empathy

	Further Information

	 “As this role involves direct access to young persons under the age of eighteen, within the context of the job or any subsequently related activities or responsibilities, the successful candidate will undergo a thorough screening process, which will include a Criminal Records Check to ensure their suitability for the role. Any candidates invited to interview will be sent a CFA Personal Disclosure Form, Guidance  Notes and Privacy Statement to return at their interview in a sealed envelope”



	Completed by Name/Role
	

	Signature
	

	Date
	


This job description is only a summary of the role as it currently exists and is not meant to be exhaustive.  The responsibilities/accountabilities and skills/knowledge/experience/behaviours might differ from those outlined and other duties, as assigned, might be part of the job.
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