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Originator Ria White 

Version 1 

Job Title Customer Service Apprentice 

Salary £ 

Reports To Finance Manager 

Reports In None 

 
Critical Purpose of Role  

To be a point of contact for our customer base. The top duties include responding to 
customer queries by phone and email, maintaining customer relationships and 
gathering feedback.  

 
Key Performance Indicators 
 
 Logged and closed tickets 
 Number of Account reviews completed per week 
 Time taken to resolve customer queries 
 

 

 
Main Responsibilities 

 Raising support tickets to enable tracking and resolution of customer requests. 
 Investigating and resolving customer complaints. 
 Maintaining and updating a database of customer information. 
 Escalating and diverting inquiries to the appropriate team when necessary. 
 Gathering customer feedback through bi-annual customer account reviews. 
 Passing on customer feedback to the relevant department to improve the 

company’s level of service.  
 Recognising when a call is urgent and escalating accordingly. 

 
 
Key Qualities This role would suit someone who: 

 Is practical and task focused with a strong attention for detail (strong 
completer/finisher) and is thorough in approach to their work. 

 Is proactive in seeking out opportunities to improve and enhance our service 
levels and operations. 

 Has a high need and ability to learn and develop an understanding of a business 
area or issue. 



 

JD IT Apprentice Page 2 of 2 

 Thrives in a team environment, builds collaborative relationships, and establishes 
rapport, respect, and trust with their colleagues 

 Is flexible in their approach and contributes to change and improvements. 
 Develops excellent customer relationships; understanding their needs, maintains 

a diplomatic and professional approach. 

Relevant Qualifications and Experience 
Mandatory: 

 Maths & English GCSE grade A-C 
 Computer literate 

Desired:  
 A full clean UK driving license 
 Conversant with Microsoft products (Word, Excel, Outlook) 
 Keen interest in technology. 

 
 


