[image: image1.jpg]TIME



[image: image3.png]our passion shines through









[image: image2.png]our passion shines through




Time-Life offers their customer a great selection of CDs and DVDs via TV advertising, direct mail and outbound telemarketing, by mail order

COMPANY

gem provides multi channel, multilingual contact centre services to global organisations.  Our primary aim is to deliver leading customer contact management solutions to clients in the global market place, while creating a working environment and culture that promotes respect for staff and customers.

Location: Debrecen, Hungary

Environment: gem has been operational for 8 years in the UK.  We have been operational in Debrecen, Hungary since August 2008.  This is a contact centre – during working hours employees will be using a computer and telephone equipment.  Our dress code is relaxed and we value the respect of others. We have a comfortable break area. You will work in a dynamic team who work towards individual and team targets. At gem we have an incentive plan in place related to your targets.
Time Life Customer Relations Representative - Debrecen

Time-Life is a global client of gem who offers their customer a great selection of CDs and DVDs via TV advertising, direct mail and outbound telemarketing, by mail order. 


On behalf of Time-Life you will:


· Provide excellent inbound telephone, email service on a daily basis.  On average you will deal with approximately 70 calls and 30 e-mails per day. You will also deal with a white mail customer query delivery at least twice a week.  You will have average handling time and after call work targets.
· Identify and resolve customer issues and proactively strive for first contact resolution. 
· Focus on helping customers find alternative products/solutions when they request to cancel an existing subscription in this way maintain focus on actively retaining existing customers. You will be targeted to retain 35% of customers per day.
· Identify market trends by recording customer activity on a ticker system. You will be targeted to monitor 95-100% of calls. 
· Process cancellations via Time-Life applications.

· Identify up/cross selling opportunities and educate the customer on all possible options/items of interest. You will have a target of 3 product sales per day. 
· Develop and maintain excellent knowledge of the Time-Life’s products.

· Accurately deal with payment transactions and process refunds.

· Support your team in achieving the highest quality standards.

· Complete all required administration (including mail batching) as part of the service delivery.

REQUIREMENTS  

Essential 


· 6 months experience of working in a customer care or retail environment, preferably with telephone skills experience. 

· Excellent communication skills (oral and written)and verbal and written skills in relevant languages (English with Dutch / Czech / German / French). 

· Adaptable and flexible to change. Candidate must be available for work for all operational hours

· Possess good key-board skills and internet skills. Candidate must be confident with using computers.
Desirable 


· A team player and takes an active role in generating positive team morale.

· Experience of working with a mainframe systems and/or an in-house system
· Experience of payment processing/capturing Credit Card details.

WORKING CONDITIONS AND ENVIRONMENT 

Full Time: 40 hours per week.  Monday - Friday within 7am – 7pm

Candidates must be available for operational hours.  You will work 8 hours within 7am – 7pm and will have 1 hour of unpaid breaks each day. Your rota will be provided at least 2 weeks in advance.
This position is based in a contact centre environment. You will be working with a computer and telephone for 8 hours per day. On your first day there will be a medical assessment provided by gem to make sure there are no issues of you working in this environment.

SALARY

1092 HUF/hour Gross (Approx. 190,000 HUF Gross per month)

TRAINING/INDUCTION

If applicable, training will be conducted over 2 weeks.  It will be intensive so

no lateness or absence required during training.  It will consist of product knowledge and system training.  There will be ongoing tests throughout training and a final test at the end.  You will be required to pass this test.

All training is conducted in English

HOW TO APPLY FOR THIS POSITION:

Contact HR Administrator Keelin McGrogan:
 

E-mail: Keelin.McGrogan@the-gem.com
Tel.:  +44 (0) 28 9022 7777 ext 7583
Fax:   +44 (0) 28 9022 7770
DECLARATION

I understand the above information and confirm it has been clearly explained to me at the Selection stage.

I understand that gem operates on a flexible shift-working basis and it will be necessary to work hours consistent with the demands of the job.

I understand that this document does not constitute an offer of employment.

Candidate Name:
_________________________________

Date:


_________________________________


