	Customer Support Advisor
	Moorepay



	Job Title
	Customer Support Advisor
	Job Family
	Moorepay Operations

	Grade
	TBC
	Reports to
	Customer Support Manager

	Location
	Swinton / Hybrid
	Team Size
	N/A


  About the role
	Moorepay makes payroll and HR easy for thousands of UK businesses and has done for over 50 years. With an ambitious growth plan, this is an exciting time to join the Moorepay team: to build a career, drive change, and help supercharge our customer support. If you love the idea of working in a customer-centric, people-focused, fast-paced and data-driven role, then we want to hear from you!
In this role you will report to the Customer Support Manager, providing support to customers with application-related queries and issues. You will communicate with customers, helping them get the most from Moorepay products. You will help improve the product by raising issues and new functionality requirements. You will be a subject matter expert on our applications and focused on service delivery to provide a great customer experience.


  Role accountabilities and responsibilities
	In this role your key responsibilities will be:
1. Working in a team alongside other Customer Support Advisors to ensure we provide a high level of service to our HR and Payroll software customers’ 
1. Owning, taking responsibility for and being accountable for the customer journey, always ensuring service excellence.
1. Answering customer queries about the Moorepay systems via Zendesk and telephone within service level agreements, striving for customer advocacy and first contact resolution.
1. Liaising with internal stakeholders, across support, sales, customer success, marketing and tech,  to help support the customer’s relationship with Moorepay.
1. Using Zendesk to record details of all client interactions.
1. Completing all set tasks accurately and efficiently, adhering to deadlines, instructions, policies, procedures and training as appropriate.
1. Raising system bugs and improvement ideas with technical support.
1. Knowledge sharing with peers to create a team of system experts.
1. Helping customers understand how best to use their Moorepay software to support their business needs.
1. Updating internal and external customers on bug fixes and new features.
1. Working closely with Technical Support to investigate and resolve issues.
1. Keeping up to date with technology trends, product enhancements, industry developments and HR / Payroll legislation.

Qualifications / Experience:
1. You will have experience of working with applications.
1. You have previously worked with SaaS products.
1. You are an analytical thinker with an innovative approach to problem solving.
1. You can work to deadlines with appropriate prioritisation.
1. You can take ownership of decision making when required.
1. You are comfortable working with others, building effective working relationships with clients and colleagues.
1. You have excellent communication skills, both written and verbal.
1. You embrace change as technology, products and services evolve.


  People leadership / team leadership
	1. N/A


  Special circumstances / other requirements
e.g. travel requirements, working arrangements, etc.
	You’ll work on a hybrid basis, three days a week from our Swinton office. Some travel to other offices may be required from time to time.


  About Moorepay
	Moorepay is one of the UK’s leading providers of payroll and HR solutions, making payroll and HR easy for thousands of businesses across the UK.
Founded in 1966, we combine decades of industry experience with award-winning software and expert-led services, giving our customers the confidence that comes from worry-free compliance. From payroll software and outsourcing to HR software and services, our qualified specialists support businesses of every size and sector.
Based in Swinton, Manchester, our people are at the heart of everything we do. We’re proud of our culture and committed to building a diverse and inclusive workforce that reflects the customers we serve and the communities we operate in.


  Why join Moorepay
	Why join Moorepay?
1. Over 50 years’ heritage as a UK payroll and HR market leader (founded 1966).
1. Award-winning software and services, including CIPP Payroll Service Provider of the Year.
1. UK-based teams of qualified payroll, HR and employment law experts.
1. Accredited under the CIPP’s Payroll Assurance Scheme.
1. Rated ‘Excellent’ on Trustpilot by the customers we look after.



  	Making payroll & HR easy   
