
TAMAR BRIDGE AND TORPOINT FERRY JOINT COMMITTEE
JOB DESCRIPTION

Job Title: 
 

Customer Service Assistant

Grade: 


E
Location:


Tamar Bridge
Responsible to: 

Customer Service Supervisor
Main Purpose of Job: 
Financial, administration and office functions related to the TBTF’s tolling activities, back office TamarTag system, and scheme customer support functions.   Dealing with all visitors and enquiries arising at the Tamar Bridge Office either face to face, by telephone or electronically. 
Main Responsibilities and Duties:
1. Setting up new electronic tolling accounts for customers using dedicated computer system.
2. Receiving and processing payments for new and established tag accounts via telephone, post and in person, registering payments manually as required on computer systems.

3. Providing excellent customer service which includes reception duties, acting as a first point of contact either face to face, on the phone or using IT systems.
4. Entering payments received via direct debit, BACS or standing orders onto individual accounts.

5. Making direct debit requests in accordance with established procedures. Establish, modify, cancel and relay bulk payment files using banks software.
6. Dealing with all customer enquiries including those related to electronic tolling, consisting of new account enquiries, additional tags for accounts, usage questions and account balance enquiries.

7. Reviewing daily toll violation records and amending accounts in accordance with evidence, following the established system of record keeping.

8. Responding promptly to all emails received from tag and account amendments/additional tag requests and all other general enquiries.
9. Performing end of day balance of all income elements, checking against toll system credit record.

10. Providing a debt recovery service for toll related debts and monitoring debt repayment arrangements to include issuing violation notices as necessary, identifying any evidence of possible systematic abuse and preparing paperwork for further action or appeal processes.

11. Providing daily routine reconciliation of credit and debit card income received by the organisation to internal and bank records.   Making the necessary enquiries to identify, track and conclude anomalies.

12. Preparing monthly statement data and transmitting data using established templates.
13. Reconciliation of toll booth operators’ shifts, including Euro payments.
14. Reconciliation of company cheque account used for TamarTag account refunds. 
15. Performing a variety of monitoring and checking routines to assure operational system integrity and effectiveness.
16.
Filing documentation associated with Electronic Tolling system, manual or electronic.
17. Producing reports and data analysis related to duties as requested.
18.
Monitoring active, dormant & suspended accounts and initiating credit management   process. Communicating debt management process to customers and TBTF organisation via telephone and written communication.
19.Ensuring systems are maintained and work processes are undertaken in accordance with workplace policies, data protection legislation, and financial regulations.
20.
Be part of a rota assisting the Customer Service supervisor: ensuring that reception is covered, daily work is handed to team members.
21. Monitoring email traffic to the generic tag enquiries email address, responding to enquiries and ensuring issues raised are addressed.
22
Monitor stock levels of tags & holders and requesting order of office stationary as and when required. 

22
Maintaining confidentiality of sensitive customer information and related financial data.
       23 Any other duties appropriate to the grade of the post as required by the

 Organisation.
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