Shared
Services

abellio™

At Abellio we think of our people as our biggest strength and aim to set the highest standard for
our Shared Service Centre. We expect our colleagues to:

e Deliver the best service to customers and internal stakeholders while demonstrating our
values.

e Have awareness of statutory and regulatory requirements, as well as internal policies and
procedures to ensure compliance.

e Understand your contribution to the wider SSC strategy and goals.

What is your job? ‘ CX Agent

Who do you report to? CX Team Leader

Where are you based? Shared Services Centre, Glasgow

WA REEIM IR VR EA CX Team

Who do you manage? N/A

R Communication

you need? . . A . . .
Communicates orally and in writing in a clear, concise and impartial

manner. Takes time to listen to and understand the perspectives of
others and proposes solutions.

Teamwork

Actively contributes to achieving team results and supports team
decisions. Delivers the best service to customers and internal
stakeholders while demonstrating our values. Has an awareness of
internal policies and procedures and ensures compliance.

Planning & Organising

Understands contribution to the wider SSC strategy and goals and
plans and organises his/her own work in support of achieving team
priorities. Considers potential changes and proposes contingency
plans.

What do you do? Your job is to assist our customers in dealing with their
guestions and resolving their issues, at the first point of contact.

What are your key tasks? e Respond to phone, email, and letter correspondence from
customers within the agreed timescales.




[Type here]

e Offer the customer, wherever possible, a personalised
service and maintain a professional ‘tone of voice’ in all
communication with customers.

e Aim to resolve the customers’ query at the first point of
contact. If this cannot be achieved, then keep the customer
regularly updated with the progress of their query.

e Keep track of responses and actions needed from
colleagues to ensure the customer receives an answer to
their query promptly.

e Perform administrative duties as required.

e Comply with procedures and timescales as directed.

e Establish relationships with internal and external
stakeholders to ensure the customers’ query is responded
to in a timely manner.

e Handle difficult situations and complaints in a professional
manner.

e Follow GDPR guidelines where required.

Who are your key e Our customers
stakeholders? e (X Colleagues

What must you have to do e Strong communication skills — both written and verbal.

this job? e Strong time management skills to meet deadlines and
comply with agreed procedures.

e Excellent organisational skills.

e Strong problem-solving skills.

e The ability to stay calm under pressure.

What would it be good for e LT skills with good knowledge of Microsoft Office packages
you to have to do this job? is required.

What do we expect from We expect you to demonstrate our values (Genuine, Professional,
you? Proactive, and Inclusive), work effectively within our team, and
contribute to the SSC strategy and goals.

Abellio Values
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Welcome to your Abellio SSC journey!
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Advert — Application Onboarding T
- Interview — Job Offer Welcome to the team!
This is you buying your ticket to join us!

On-the-Job Training %
Helping you succeed at your job

£ 2 _

Using your Benefits
Free train travel, holidays,
shopping discounts and more...

Doing your Job
..and getting paid on the 15th!

Having fun in the workplace
Take part in social activities
and team challenges!

= =

Family Events
Maternity/paternity leave and adoptive support

Personal Development

Performance feedback = — elopr
Regular 1-2-1s and K Training, qualifications,

performance reviews i I ﬁ and apprenticeships :
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Personal Support
% Employee Assistance Programme,

Private Medical Insurance,
Health Cash Plan

== ==

Career Progression Goodbye
Recognising your Pastures new - with a pension pot,
performance with additional skills, and good memories
promotions to help you on the next stage

of your journey




[Type here]



