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NSC Customer Service Advisor

	
Job details
[bookmark: _Toc10532019]
	Job title:
	NSC Customer Service Advisor

	Department:
	National Service Centre

	Location:
	Remote

	Reporting to:
 (job title only)
	Team Lead

	Direct reports:
 (job title only)
	N/A

	Job purpose:
	
· Provide comprehensive support across all Vita Health Group clinical services, including MSK, PTS, EAP, and internal stakeholders, ensuring a seamless and positive customer journey. 
· Ensure clients and customers can easily access and communicate with Vita Health Group, delivering a responsive and accessible service at all times. 
· Actively promote and uphold the Vita Health Group mission statement, embedding organisational values into daily interactions and service delivery.


	Role and Responsibilities:
	
Operational

· Proactively contact clients to schedule Physiotherapy and Psychological treatment appointments within agreed Service Level Agreements (SLAs). 
· Efficiently manage a high volume of inbound calls (approximately 400 daily), including overflow counselling calls, ensuring excellent client support. 
· Provide real-time assistance via live chat, supporting clients and patients with enquiries, appointment bookings, and amendments. 
· Accurately process and load referrals across Physiotherapy and Mental Health services within a 24-hour timeframe. 
· Ensure mental health client reports are processed promptly within 24 hours of receipt. 
· Identify, resolve, or appropriately escalate issues to maintain service continuity and high standards of care. 
· Handle client and patient telephone enquiries professionally, clearly communicating contract details and service requirements with confidence. 
· Liaise with network clinics to ensure accurate referral processing and obtain timely daily updates. 
· Respond to all voicemails within 24 hours, maintaining strong communication and customer service standards.
· Any other reasonable duties as required.

	Additional information:
	Equality Diversity & Inclusion (EDI) 
We are proud to be an equal opportunities employer and are fully committed to EDI best practice in all we do.  Vita Health Group has several initiatives in place to achieve this including our Zero Tolerance Policy, Code of Conduct, Freedom to Speak Up Guardians, and more. We believe it is the responsibility of everyone to ensure their actions support this goal with all internal and external stakeholders.  
  
· Be aware of the impact of your behaviour on others. 
· Ensure that others are treated with fairness, dignity, and respect. 
· Maintain and develop your knowledge about what EDI is and why it is important. 
· Be prepared to challenge bias, discrimination, and prejudice when possible, and raise with your manager, the EDI & Sustainability team, or the Freedom to Speak Up Guardians. 
· Encourage and support others to feel confident in speaking up if they have been subjected to or witnessed bias, discrimination, or prejudice. 
· Be prepared to speak up for others if you witness bias, discrimination, or prejudice. 




Person specification

	
	Essential
	Desirable

	Qualifications
	
	

	Experience
	· Customer service experience
· Intermediate IT level required
· 2 + years office and administrative experience
· Used to working in a fast pace office environment

 
	

	Skills/knowledge
	· Good interpersonal and communication skills, with a can do attitude
· Good organisational skills
· Good attention to detail and accuracy is required
Excellent written and spoken English
	

	Specialist training
	
	

	Personal competencies and qualities
	· To conduct yourself in a professional manner, establishing and maintaining appropriate and professional relationships with team members
· Flexible and positive approach to work
Must be legally entitled to accept and perform work in the UK
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