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            RCN Direct – Adviser Role – Info Pack 

 

Thanks for downloading this PDF which has been put together to give you additional 

information about the RCN Contact Centre, Advice Team, and Adviser Role. 

Contents 
Advice Team ............................................................................................................................................ 2 

The Contact Centre ................................................................................................................................. 3 

The Team ................................................................................................................................................ 4 

What people contact us about ............................................................................................................... 5 

Benefits of working for RCN Direct ......................................................................................................... 6 

Members Feedback and Satisfaction ...................................................................................................... 7 

Challenges ............................................................................................................................................... 8 

Induction / Training................................................................................................................................. 9 

Personal Characteristics of Advisers ..................................................................................................... 10 

Productivity and Performance .............................................................................................................. 11 

Work / Life Balance ............................................................................................................................... 11 

The Little Welsh Contact Centre ........................................................................................................... 12 

What Next? ........................................................................................................................................... 12 

Job Alerts ........................................................................................................................................... 12 

Contact us for an informal chat ........................................................................................................ 12 

Adviser Job Description ......................................................................................................................... 13 

Adviser Person Specification ................................................................................................................. 15 

 

  



2 
 

Advice Team 
Advisers are responsible for providing advice, guidance, and support to our members from 

all across the UK 365 days a year. 

We receive approx. 100,000 contacts per year from members approximately - 70,000 calls, 

20,000 emails and 10,000 livechats.  That translates to approximately 12 – 15 contacts per 

day per adviser.  This may be less than you would expect but is an indicator of the 

complexity of members queries and the level of detail we give in our advice.  

 

 

 

 

 

 

 

58% are resolved by us directly 

36% are referred to specialist RCN teams 

6% are supported by our Member Support Services including Immigration / Counselling and 

others. 
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The Contact Centre 
Our Contact Centre is based in Cardiff Gate Business Park, South Wales, just off of the M4. 

 

Members contact us via Phone, Email and Livechat. 

We respond to these during our office hours which are: 

08:30 – 20:30 – Weekdays  

09:00 – 16:00 – Weekends 

 

We offer a hybrid working option, so our office is open for anyone who wants to be based 

there and for advisers going through induction.  This means that advisers can choose to 

work from home (following probation) up to 4 days a week. 
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The Team 

 

The Contact Centre has 5 Teams to cover our opening hours. 

Each Team Manager and their team coordinator look after a team of advisers and oversee 

the running of each shift. 

We have approx. 40 advisers who take the calls, emails and livechats.  On average advisers 

stay with us for 8 years and when they do move on it is often to other teams within the RCN 

for example – Communication Team, Region and Country Offices, Careers Service, Project 

Management Office. 
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What people contact us about 

 

 

The majority of our contact falls under workplace issues such as support with sickness 

meetings with some, but significantly less contact relating to professional practice issues for 

example best practice with medicine management. 
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Benefits of working for RCN Direct 
 

• Rewarding role / appreciative members 

• Supportive colleagues and managers 

• 287 hrs annual leave rising to 301 after 2 years (pro rata) 

• Regular 121s 

• Regular coaching 

• Weekly team meetings 

• Development opportunities (inc secondment) 

• Annual cost of living negotiations (GMB) 

• Yearly pay increase for the first 4 years 

• Annual team day 

• Annual department away day 

• Supportive and generous policies (i.e. paid moving day and volunteering day) 

• Comprehensive 6 week induction (supernumerary). 

• Paid breaks 

• Recovery time after difficult calls if needed 
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Members Feedback and Satisfaction 

 

 

Our customer satisfaction statistics are impressive, we get around 1,500 items of feedback a 

month. 

In order to compare ourselves to other organisations We use the Net Promoter Score (NPS) 

which is a customer loyalty score that ranges from -100 to 100, a score of +50 is considered 

excellent, whilst anything over +70 is exceptional.   

Our average is 74 which is something to be very proud of. 
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Challenges 
 

Being an adviser is a challenging role. It’s not for everyone. Are you the kind of person who 

can confidently manage difficult and emotionally charged conversations? 

Our members often find themselves in situations which can lead to them being: 

• Upset 

• Angry 

• Frustrated 

• Confused 

• Stressed 

• Worried 

Members who have great employers and whose lives are going well – don’t usually need to 

call us.  This means we talk to a high percentage of distressed members (at least 20% of all 

contacts) and this can be emotionally challenging so you will need to have personal 

resilience.  We have lots of support available and ways to help you maintain your wellbeing, 

but there is no getting away from the fact that the members who need us most are often 

dealing with highly expressed emotion as well as complex work issues. 
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Induction / Training 
 

• 6 weeks comprehensive induction with dedicated facilitator 

• Off the rota during induction allowing you to focus on building a firm knowledge and 

skills base 

• Blended induction programme using a variety of methods including:  

o Online / Classroom learning  

o Scenarios and role play 

o Live contact (with support) 

o Listening to calls 

o Self directed study 

o Supervision / observation 

• 36 Knowledge Modules 

• 18 Skills Modules 

• Ongoing support after initial induction including: 

o Dedicated reading time every week 

o Fortnightly 1:1s with your team manger 

o Live call listening with peers 

o Induction plus – time to review initial learning and practice new skills for 

ongoing personal development 

 

  



10 
 

Personal Characteristics of Advisers 
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Productivity and Performance 
 

As a member led organisation our members rightly expect high quality and timely support 

whenever they need it.  We ensure this is the case by reviewing quality and productivity, 

through quality assurance processes and quality standards which advisers are monitored 

against. 

This includes having at least 3 Call Evaluations per month – which involves the Team 

Manager reviewing the call, the notes and the advice given, to ensure it managed risk, 

offered correct advice and practical support, and was done in an efficient and effective 

manner.  We don’t have scripts; advisers are free to engage with members in a natural and 

flowing style – instead of looking at compliance to a script we focus on positive outcomes. 

These quality assurance processes to identify and acknowledge good practice, as well as any 

learning and development opportunities.  The aim of all these processes is to ensure that 

the support we offer is consistently of high quality. 

 

 

Work / Life Balance 
 

The adviser role involves day shifts, lates shifts and some weekends.  To ensure that 

advisers have a good work life balance we take the following approach: 

• Rotas are published in advance 

• Currently advisers work up to one weekend in four 

• It is a reoccurring weekend (which can then be planned around) 

• Time Off In Lieu (TOIL) is available giving additional flexibility  

• Though regularly available there is no requirement to do any overtime 

• Ability to swap shifts with a colleague if required 

• Can ask for flexible working, and when personal circumstances change, we will work 

with advisers to find a smart working solution that suits everyone. 
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The Little Welsh Contact Centre  
 

Watch our video below to hear more about the contact centre and adviser role from some 

of our current advisers. 

 

 

 

What Next? 
 

Job Alerts 
If you are interested in applying for the adviser role – why not set up job alerts from our 

careers website so you know when we are recruiting.   

It’s easy to do: 

1) Log into our site - here 

2) Use the job alerts tool - just make sure to choose Location (Cardiff – Cardiff Gate) 

and Profession (Call Centre). 

 

Contact us for an informal chat 
If you have some questions or would like to have a chat with one of the team please feel 

free to call us on 01633 744704 during normal office hours. 

 

https://careers.rcn.org.uk/
https://player.vimeo.com/video/718322368?h=b6d69196b1&app_id=122963
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Adviser Job Description 
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Adviser Person Specification 
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