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	Job Title: Contact Centre Agent 
	Job Number: 6309 

	Reports To: Team Leader (Performance)


1.  JOB PURPOSE
(Explain in not more than 2 or 3 sentences the main purpose of the job)
To attend to guest calls and provide first call resolution ensuring compliance with set standards and procedures in order to optimise guest satisfaction and achieve revenue and customer service individual targets.
2. JOB ACCOUNTABILITIES
(Explain in not more than eight to 10 points the principal accountabilities that the job must achieve.)
	1
	Provide first call resolution for all guest enquiries and OBE (online booking engine support) through application of technical expertise in reservations, ticket issuance and re-issuance.

	2
	Comply with set standards of customer service (e.g. quality of speech, call attendance, emails, handling queues, e-mails, etc.) for inbound calls across all markets/functions in order to ensure customer confidence, satisfaction and loyalty.

	3
	Keep up to date on EY products, services, policies and procedures to ensure accurate information and correct implementation; take initiative to continuously enhance technical skills.

	4
	Achieve individual revenue and customer service targets to support delivery of team/departmental targets.

	5
	Support implementation of new technology and work methods to sustain ongoing process and quality improvement processes. 

	6
	Maintain data protection and confidentiality for both staff and customers.

	7
	Support other departmental functions as required (e.g. ticketing & E-Services desk, preflight checks, service desk, etc.)


3.
COMMUNICATION & WORKING RELATIONSHIPS
(Explain the people, levels and reasons within and outside the organization with which this job interacts)

Internal

Senior level
Provides information as required 
Mid level

Provides/elicits information 
Junior level
Provides/elicits information
External

All levels

Telephone interaction with all callers
4.
KEY DIMENSIONS & RELATED JOB RESULTS
(Specify annual dimensions for financial, budget responsibilities or cost containment plus the number of employees reporting directly and indirectly to this job and any other critical quantitative relevant dimensions)

Budget accountability: Nil    
Direct reports: 0
Indirect reports: 0  
5.
OPERATING ENVIRONMENT

(Specify factors that affect the job/how the job is performed, e.g. special conditions, travel, work pressure, etc)

Operates within a fast moving environment; shifting work pattern; may be required to work extra hours after completion of scheduled shift and on rostered day off. to support business needs. 
6.
KEY COMPETENCIES
(Core EY standard, select balance from the performance management behavioural and technical framework)
	Core
	Behavioural (select at least 2)
	Functional (select at least 1)

	Customer service
	Planning & organizing
	Operation of equipment & technology

	Results focused
	Communication
	

	Interpersonal skills
	
	


7. QUALIFICATION & EDUCATION, EXPERIENCE, TRAINING & KNOWLEDGE

(Indicate the minimum recruitment specifications for fully satisfactory job performance)

Qualification & Education:

Education to at least secondary level is required, preferably with courses in reservation and ticketing.
Experience:

Post holder must have at least 1-2 years customer service and/or contact centre experience, ideally at least 1 year of which in airline reservations.
Training & Knowledge:
Knowledge of contact centre operations
Training in Amadeus reservation and ticketing
Excellent verbal communication skills 

Fluent in English and Arabic and other additional languages an advantage
High computer literacy

8.
ORGANISATION CHART (ATTACHMENT)

(Attach current organisation chart clearly showing the position of this job function with all reporting relationships)
9.
RECEIVED BY EMPLOYEE

(Employee name, signature and date to be completed upon receipt of this job description)
	Employee Name: 
	Date:
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