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Contact Centre Operator 

Key Roles, Responsibilities and Progression Pathways

Global Horizon Skills Ltd

Tel: 028 822 50544
www.ghskills.com
Work Activities

Call centre operators usually deal with a high volume of telephone calls. They answer a wide range of enquiries, provide information and advice, or try to sell goods and services.
Increasingly, call centres are changing to contact centres, where operators also deal with customers or colleagues by email or the internet, for example Operators often wear telephone headsets and use computers to type in or call up customers' details, or find specialist information. They sometimes word process letters, confirming any agreements made on the telephone.
In many call centres and contact centres, operators work in large, open-plan offices. They might be divided into teams to handle different types of communication, for example, initial customer enquiries, aftersales services or complaints.
Their work is mainly devoted to dealing with customers, although they are usually given some time away from the telephone or computer to complete other administrative duties, such as preparing or photocopying documents or updating records.
Some operators work for large companies that have their own customer care centres. In these cases, the operator handles calls only about the products or services of the company they work for. Some operators work for companies that handle calls for other organisations, dealing with a wide range of enquiries.
Wherever they work, operators will need some basic product or services knowledge, as well as a strong knowledge of their organisation's customer service policy.
In specialist call or contact centres, (for example, those serving a bank or insurance company, an advice-giving organisation or a housing association) operators provide more in-depth knowledge of the goods, services or information their organisation provides.
When a telephone call comes through to the centre, the operator has to find out what the caller wants by listening carefully and asking them the right questions (sometimes the operator has a set script to work with). The operator might use a computer database to call up an existing customer's details, such as their address and the 'history' of their calls to the centre, or they might input details of a new customer by asking for the necessary information during the call.
During the call, the operator might need to handle payment by credit card, or help the customer to set up a direct debit or standing order to pay for goods or services.

Operators might inform customers about stock availability and delivery times. They might have to make financial calculations, for example, working out a tenant's rent in a housing association's call centre.
As far as possible, call centre operators try to answer the customer's enquiry first time. If this is not possible, they pass the call on to a more specialist operator or supervisor.
In many call centres, operators will be expected to deal with complaints, finding out as much as possible about the customer's experiences and trying to resolve the issue.
In some centres, there is a specialist team that deals with customers' complaints. Operators put brief notes on to their computer systems, warning other operators if a caller has been abusive or threatening during a telephone call.
Depending on the organisation for which they work, operators could sell a wide range of goods and services, from motor insurance to football tickets.
In some centres, operators respond to sales leads (for example, generated when a customer has made an enquiry by letter). In some cases, operators try to sell goods or services to customers who have not made any previous enquiry. This is known as 'cold calling'.
Where it is not appropriate for an operator to sell goods over the telephone, they might arrange for a sales representative to visit the customer's home or business premises (for example, to discuss a new central heating boiler). This involves managing an appointments diary.
Personal Qualities and Skills

As a call centre operator, you'll need to:

· Enjoy working with customers and have a clear voice and a friendly, helpful and professional telephone manner.

· Be able to ask the right questions to find out how best to serve the customer's needs
· Work under pressure; you will be expected to handle a large number of telephone calls.

· Treat each customer as an individual and be attentive to their needs, even if the content of the telephone calls is repetitive.

· Be calm and focused when handling complaints, to enable you to get quickly to the cause of the complaint.

· Be prepared to deal with callers who are angry or upset (although many call centres have policies to protect their operators from abusive or threatening callers).

· Be able to develop knowledge about the information, products or services provided by the organisation you work for.

You should have:

· Strong communication skills.

· IT skills, for example, to find, input or manage customers' details on a database. Depending on where you work, you will also need some word-processing, email, internet or spreadsheet skills.

· Good listening skills.

· The ability to complete paperwork quickly and accurately.

Pay and Opportunities

Pay
The pay rates given below are approximate.

Call centre operators earn in the range of £13,000 - £16,500 a year, rising to £19,000 - £23,000 a year.

Team leaders can make higher salaries depending on performance. Salaries might include profit share or bonuses.
Hours of work
Some call centre operators work a basic 37-hour week, Monday to Friday. However, some might be required to work shifts and weekends. Part-time, temporary, casual and seasonal work could be available.
Where could I work?
Employers include firms in industry and commerce, banks, building societies and insurance companies and, in the public sector, local and central government departments and housing associations.
Other employers range from international computer firms to ticket agencies, football clubs and foreign embassies.
Temporary work, on a casual basis or through short-term contracts, might be available through employment agencies.
Opportunities for call centre operators occur in towns and cities throughout the UK.
Where are vacancies advertised?
Vacancies are advertised in local/national newspapers, on job boards and employers' websites, on Universal Jobmatch, and at Jobcentre Plus.

Entry Routes and Training

Entry routes
You can enter this career by applying directly for trainee vacancies.

An Intermediate Level Apprenticeship is a great place to start.
Training
Most training is given on-the-job, with the content and length of training varying, depending on the type of work the call centre or contact centre is involved in.
Operators usually receive customer service training (such as general telephone techniques, dealing with complaints or basic selling strategies), as well as training in how to use technology such as telephone sets and computer databases.
Operators will also be given some basic training to develop their product/service knowledge, and specialist training will be given depending on the work involved.

It might be possible to work towards relevant qualifications. NVQs are available in, for example:

· Award in Contact Centre Operations at level 1

· Certificate in Contact Centre Operations at levels 1-3

· Diploma in Contact Centre Operations at levels 3-4

· Certificate in Customer Service at levels 1 and 2

· Diploma in Customer Service at levels 3 and 4.

You might have the opportunity to work towards more specialist qualifications that are relevant to the specific work of the call centre.
Holders of an NVQ in Customer Service can apply for membership of the Institute of Customer Service (ICS). You can also become a member by achieving one of the ICS's own qualifications. These are the Communications, Solutions and Innovations qualifications.
The ICS also offers a training course called First Impressions, which introduces front-line staff to the main ideas of customer service.

In some organisations, contact centre operators might be able to work towards general IT qualifications such as the European Computer Driving Licence.
Progression

Call centre operators can progress to team leader, supervisor and manager posts after further training and experience. Some might move into sales or customer service posts, or specialise further in a particular type of contact centre work, for example, banking or insurance.
Qualifications

There is not always a minimum academic entry requirement, although employers will look for a good general standard of education, for example, some GCSEs, including English and Maths. Some employers ask for GCSEs to be at grade C or above.

To get onto an Intermediate Level Apprenticeship, you’ll usually need at least 2 GCSEs at grade C or above, possibly including English and Maths.

Equivalent qualifications include an Edexcel (BTEC) Level 2 First qualification.
Further Information

Professional institutesProfessional institutes have the following roles:

· To support their members.

· To protect the public by keeping standards high in their professions.

The Institute of Customer Service is the main professional institute for this career.
Contacts
· e-skills UK (Skills for business and information technology)
Address: 1 Castle Lane, London SW1E 6DR

Tel: 020 7963 8920

Email: info@e-skills.com
Website: www.e-skills.com
· Institute of Customer Service (ICS)

Tel: 01206 571716

Website: www.instituteofcustomerservice.com
· Skills CFA

Tel: 020 7091 9620

Email: info@skillscfa.org
Website: www.skillscfa.org
· Apprenticeships (National Apprenticeship Service (NAS))
Website: www.apprenticeships.org.uk
· LGjobs (Local government vacancies)
Website: www.lgjobs.com
Related Careers

Advice Centre Worker
Bank Officer
Computer Help Desk Operator
Emergency Control Room Operator
Insurance Sales Adviser
Salesperson
Telephone Sales Clerk
Telephone Salesperson
Telephonist
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