	Job title:
	Customer Contact Advisor – Apprentice 

	Line manager:
	Business Support Supervisor

	Grade (if applicable):
	      Apprentice

	Direct reports:
	None



	Role purpose:

You’ll be the friendly face of Peabody at our South region receptions, welcoming residents and visitors across two sites, five days a week. As a Customer Contact Apprentice, you’ll help people feel at home from the moment they arrive, answering questions and making sure everyone gets the help they need.

You’ll also be a valued member of our Business Support Team, learning how to keep things running smoothly behind the scenes. We’ll support you as you build your skills in customer service and business administration, and work towards your Level 3 Business Administrator qualification.


	Key results:

· Welcome everyone to our reception areas, making sure they feel comfortable and listened to.
· Be the first point of contact for residents, visitors, and colleagues - answering questions, resolving issues, and signposting to the right team when needed.
· Manage the reception inbox and phone, handling enquiries quickly and kindly.
· Keep reception areas tidy, safe, and inviting.
· Support the Business Support Team where required with admin related tasks including key related queries which may include visiting our head office in WBR once a week.
· Help process CRM cases and requests using our in-house systems and keeping everyone updated.
· Support with purchase orders, invoices, and other business processes.
· Take part in team meetings and training, sharing your ideas and learning from others.
· Always handle information confidentially and follow our data protection policies.
· Champion our values of equality, diversity, and inclusion in everything you do.
· Any other duties that help the team and our residents.

Success metrics:

· Deliver high quality customer service to colleagues and stakeholders.
· Effectively managing requests within agreed timescales.
· Effectively managing cases with agreed timescales.
· Efficiently manage requisitions and process orders.


	



	
· Present data in clear, accessible formats for both internal and external use. 
· Stay up to date on skills and training needed to perform effectively, using tools and data efficiently.

Level 3 Business Administrator apprenticeship

As part of your 19-month apprenticeship, you will:

· [bookmark: _Hlk181967754]Dedicate at least 20% of your working hours to training or studying by attend training sessions, workshops, and meetings to gain essential knowledge in the field.
· Participate in off and on-the-job training to apply your learning in real-world scenarios, enhancing your practical skills and understanding of business administration.
· Complete assignments, assessments, and coursework to fulfil the programmes requirements.
· Engage in 1:1 sessions and performance reviews, providing valuable insights for personal growth and skill development.
· Receive mentoring and support from experienced professionals, offering guidance to help you succeed.
· Have opportunities for career development within the company, exploring potential growth and advancement.
· Complete a final end point assessment to demonstrate your knowledge, skills, and competence at the end of your apprenticeship.
· If you have not yet achieved a Level 2 in Functional Skills in maths and English (or equivalent, such as GCSEs at grades A-C/9-4), you will also be required to complete these qualifications during your apprenticeship.

	
About you:

You will be:
· Committed to delivering excellent results and customer service with a positive, flexible approach.
· Organised, reliable and hardworking team player with a “can-do” attitude.
· Willing to learn task prioritisation in a fast-paced setting.
· Passionate about learning and achieving great results for all customers.
· Eager to develop skills in business administration, prioritisation, case management and knowledge of tenancy management processes.
· Strong communicator who takes ownership of issues and seeks timely solutions.
· Enthusiastic about Apprenticeships and dedicated to ongoing professional growth.

You will have:
· Level 2 qualifications (equivalent to 5 GCSEs).
· Strong communication skills and proficiency in MS Office and Outlook.
· High attention to detail with a problem-solving approach.
· Ability to work flexibly, under pressure, and meet tight deadlines.
· Understanding of GDPR requirements and commitment to confidentiality.
· Awareness of equal opportunities and support for Peabody’s Equal Opportunities Policy.
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