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LTA SERVICES ADVISOR 
 

Responsible to LTA Services Team Leader 

Location National Tennis Centre, 100 Priory Lane, Roehampton, London SW15 
5JQ 

Salary Up to £20,330 per annum dependent on experience 

About the role 

LTA Services Advisors are front line ambassadors of the LTA vision, mission, direction and brand.  
 
LTA Services Advisors act as a gateway of information for all of our customers and always go the 
extra mile to exceed customer expectations in all mediums with a core focus of supporting the 
delivery of the LTA strategy and vision of Tennis Opened Up. 
 

Key Accountabilities 

 Consistently provide remarkable service across all mediums to LTA customers including 
members, coaches, parents, players, volunteers, competition organisers and other tennis 
people; measured by customer satisfaction and service level agreement achievements 

 Communicate the LTA vision, mission, direction and brand to customers (as well as externally) 
with pride and passion demonstrating why we make a difference in a clear and compelling way 

 Build a solid understanding of systems and processes to effectively handle customer queries 

 Develop and maintain a broad understanding of LTA website and digital resources to signpost 
tennis people to information 

 Support with driving customer activation, conversion and retention in line with Business 
Objectives 

 Engage with customers and maximise opportunities to promote, up and cross sell LTA 
Membership, Coach Accreditation, LTA Major Events and Products and Programmes, 
confidently tailoring your approach and recommendations according to the Customer Profile  

 Aim for first time resolution on customer queries by offering clear, complete and pre-emptive 
information and solutions 

 Confidently support customers when they experience technical issues online 

 Re-engage disaffected customers by listening, acknowledging, proposing and implementing a 
resolution. Take ownership and deliver follow-up actions within agreed timeframe 

 Be efficient in task completion, supporting the team to meet its targeted Service Levels, and 
ensure correspondence is logged accordingly so that reporting and feedback can be relayed to 
key internal stakeholders 

 Maximise opportunities to capture customer data and take ownership to ensure that records 
are accurate and kept up-to-date; contributing to data quality improvement projects where 
required 
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 Build and maintain inter-departmental relationships and strong communication across the 
organisation; liaising with other departments in a courteous, efficient and helpful manner  

 Use initiative to seek out answers across the organisation 

 Proactively suggest new ideas and ways to improve efficiency and working; follow through to 
point of implementation 

 Proactively report issues affecting service to the correct individual or department with sufficient 
detail; keep a record and inform relevant parties; champion solutions to culminate in an 
enhanced customer experience 

 Positively support the operational delivery and servicing of department and business projects  

 Uphold data protection legislation by capturing accurate contact permission preferences and 
adhering to these, obtaining appropriate permission to make any changes to said preferences, 
filing customer information appropriately and shredding sensitive data as necessary   

 Understand the importance of the LTA’s Safeguarding policies and procedures to take 
necessary action when required 

 Carry out any other task reasonably requested by a Services Team Leader or Manager  

 In addition to accountabilities detailed above, you may also be given responsibility for: 
Servicing Wimbledon Ballot & Ticketing; on-site work during the Championships; or supporting 
Servicing of LTA Members at LTA Major Events 

Person Specification 

Previous Experience of: 

Prior experience in a customer facing environment Essential 

Ability to deliver high quality customer service and deal with challenging enquiries Essential 

Experience of delivering service via web chat and social channels Desirable  

Experience of soft sales conversion Desirable  

 

Knowledge, Training & Qualifications: 

Computer literate and competent in using Microsoft Office packages  Essential 

Strong verbal and written communication skills Essential 

Knowledge and experience in using Customer Relationship Management (CRM) systems Desirable  

 

Personal Attributes: 

Teamwork  Ability to collaborate and work as part of a team 

 A can do attitude with strong diplomacy skills, patience and sensitivity 

Integrity  Calm nature under pressure to maintain professional customer service 

 Clear understanding of confidentiality and sensitive data management 

 Able to work under pressure whilst maintaining exceptional attention detail 

Passion  A desire to deliver world class customer service and satisfaction 

 Enthusiastic, flexible, adaptable and positive attitude 

 Ability to be proactive, take ownership to problem solve and follow-up 

 A passion and knowledge of sport 

Excellence  Prioritisation, multi-tasking and time-management skills 

 Stickler for standards, efficient, and strong attention to detail 

 Ability to quickly build a broad understanding and commitment to understanding all 
aspects of the LTA 

 


