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bksb Customer Engagement Advisor (fixed term for 12 months)   
bksb Limited
Ref: 21.01
1. The Appointment

bksb write, develop, and supply outstanding interactive solutions for English, maths and IT skills.  Trusted by thousands of organisations and millions of users in the UK and around the world, our products comprise of online assessments and resources which are used by education providers, employers and all types of public and private sector providers. bksb is the market leading EdTech company in the UK for English and Maths skills development. 
The post holder will be a key part of the bksb sales team, focussed on B2B client-facing activities to help engage and retain existing bksb customers, help secure new business, and achieve overall sales targets.

The role will involve providing day-to-day customer support and advice (account management), via telephone and email campaigns, as well as online product demonstrations and training, whilst actively using the CRM system to provide reports and statistics for internal meetings.  
You will be integral in enabling the company to achieve new business and client retention targets. You must be highly motivated and able to work both independently and as a member of the team and have excellent organisational and communication skills, with a positive outlook and a passion for customer care.  

This is a great opportunity to join an innovative, dynamic and successful team.
2. The Post

2.1 Main Duties and Responsibilities

a) Identify customer needs, clarify information and provide solutions. Deliver web-based product demonstrations and training and offer an effective front-end sales support to customers using the bksb products.

b) To take responsibility for managing allocated customer accounts ensuring customer satisfaction and renewal.
c) Understand basic technical support queries and support the customer towards a resolution.

d) Managing inbound and outbound calls and emails in a timely manner providing outstanding support to our customers. 
e) Support new customers throughout their implementation period.

f) Highlight potential cancellations and dissatisfied customers to the Head of Sales and Customer Engagement and work towards a resolution.

g) To identify and execute opportunities for new sales and opportunities to cross sell bksb products to existing clients.

h) To secure demonstration and training bookings for the sales team on a regular basis.
i) Support Sales and Marketing teams in gathering data and customer feedback where required.

j) Work towards being an expert in the bksb e-learning platform.

2.2
Other Responsibilities

       k) 
To ensure professional and efficient customer service is provided at all times when answering and responding to requests for information on behalf of bksb.

l)
To uphold and promote company policies and procedures, promoting those specifically applicable to this area of work, including the Equality & Diversity policies and procedures and attend training as requested.
m)
To be conversant with and participate in activities and developments at the company, regional and national level which are relevant to the post.
n)

To employ good data security practices when handling personal, confidential or sensitive data.
 o)
To undertake any other duties as may reasonably be required commensurate with the post. 

3. Skills, Qualities & Knowledge

	
	Essential
	Desirable

	Qualifications
	
	

	English Level 2 or equivalent 
	(
	

	Maths Level 2 or equivalent
	(
	

	Experience 
	
	

	Relevant customer service experience within a client-facing environment
	(
	

	Experience of using Microsoft Office packages
	(
	

	IT experience
	(
	

	Experience of using a CRM as part of the sales process
	(
	

	Skills /Knowledge
	
	

	Excellent sales skills and knowledge of building and maintaining positive customer relationships
	(
	

	An up-to-date understanding of technology and technology in education 
	
	(

	High interpersonal skills and excellent telephone manner
	(
	

	Experience of providing customer service 
	(
	

	Excellent communication skills
	(
	

	Time management and organisational skills
	(
	

	Qualities/Approach linked to company values 
	
	

	Dynamic and enthusiastic
	(
	

	Flexible and approachable 
	(
	

	Ability to articulate clearly and objectively
	(
	

	Reliable
	(
	

	Enthusiastic 
	(
	

	Approachable 
	(
	


4. Position within the Company
The post holder will be part of the bksb Sales and Customer Engagement Team and will report directly to the bksb Customer Engagement Manager.
5. Terms & Conditions

a) The post is offered on a bksb Ltd, fixed term contract and is subject to those terms and conditions.
b) The salary will be £19,078 per annum, pro rata for the fixed term period. This is a spot salary. 
c) The hours of work will be between 8.30am and 5.30pm (37.5 hours). 
d) You will be entitled to 32 days leave plus bank holidays per annum (pro rata for the fixed term period). 
e) The post holder will be based at the i2 Centre, Hamilton Court, Hamilton Way, Mansfield, Nottinghamshire NG18 5FB. You may be expected to travel as required.  You will however be given reasonable notice of any change in your principal place of work and be fully consulted.
6. The Application

Individuals with the appropriate experience, qualifications and personal qualities are invited to complete an online application form by 5.00pm on Sunday 14th February 2021. 
www.bksb.co.uk/careers or www.wnc.ac.uk/vacancies 

bksb Ltd PROMOTES EQUALITY OF OPPORTUNITY AND WELCOMES APPLICATIONS FROM ALL SECTORS OF SOCIETY. 
The company is committed to safeguarding and promoting the welfare of children and young people and expect all staff to share this commitment. All successful candidates are subject to a Disclosure and Barring Service check.  The successful candidate will be required to pay for the DBS check themselves, the cost (£44 for an enhanced disclosure) will automatically be deducted from their first salary payment.

It is an offence for anyone who is barred by the ISA from working with children, young people and or vulnerable adults to apply for this position. 

