CAREERS THROUGH MATHS: CUSTOMER SERVICE ADVISOR
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JOB OVERVIEW

Customer Service Advisors are the frontline professionals who handle enquiries, resolve issues, and provide support to
customers across a vast range of UK industries—from retail giants like Tesco and John Lewis to financial institutions such
as Barclays and Lloyds Banking Group, and public sector organisations including HM Revenue & Customs and the NHS.
A typical day involves managing inbound calls, responding to emails and webchats, processing orders and returns,
handling complaints, and updating customer accounts. While many assume this role is purely conversational, mathem-
atics underpins almost every task. Advisors calculate refunds and pro-rated charges, work out VAT and delivery costs,
manage payment instalments, and analyse account histories to spot errors.

KEY MATHS APPLICATIONS

Primary Areas:
* Percentages and Financial Calculations: ** Percentage calculations are arguably the most frequent mathematical
operation performed by Customer Service Advisors in the UK.
* Ratio and Proportion: ** Understanding ratios is essential when advising customers on product dilution, currency
exchange, or fair usage policies.
* Data Interpretation and Statistics: ** Customer Service Advisors constantly interpret data presented in charts,
tables, and dashboards. In UK contact centres, advisors review customer...

ESSENTIAL SKILLS & TOOLS

SKILL APPLICATION

CRM Software (Salesforce, Microsoft Dynamics) Customer Relationship Management platforms are the backbone
of UK customer service...

Spreadsheet Software (Microsoft Excel, Google Sheets) Excel is indispensable for advisors who need to perform

calculations beyond what CRM...

Telephony and Call Analytics Systems (Avaya, Genesys) UK contact centres use sophisticated telephony platforms that

record call durations,...

Billing and Payment Systems (SAP, Oracle, bespoke platforms) Processing payments and managing accounts requires working

with specialised financial...

TYPICAL PATHWAY REAL-WORLD IMPACT

The minimum entry requirement for Customer Service
Advisor roles in the UK is typically 4-5 GCSEs at grades
9-4 (A*-C), including English and Mathematics, as
numerical literacy is fundamental to the role.

INDUSTRY DEMAND

The UK customer service sector employs over 2.5
million people, making it one of the largest occupational
groups in the country, according to the Office for
National Statistics.

Customer Service Advisors play a vital role in the UK
economy by maintaining customer satisfaction,
protecting brand reputation, and ensuring regulatory
compliance across the financial services, utilities,
telecommunications, retail,...

QUICK FACTS

» Salary: £48

* Education: GCSEs at grades 9—4 (A*-C), including
English and Mathematics, as numerical literacy is fun

* Growth: ** The UK customer service sector employs
over 2.5 million people, making it one of the largest
occupational groups in the country, according to the
Office for National Statistics.
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