ROLE PROFILE

	Job Title:
Customer Relations Executive 
	Date role profile reviewed:
October 2015
	Grade / Level:  

	Reports to:
Customer Relations Team Manager
	Department / Business Area:  Customer Relations

	Role Purpose:
 To effectively handle customer feedback in a way that supports customer focus and restores the customer’s support of the business.  Providing excellent customer service and feedback to the business to promote root cause analysis and internal complaint resolution through effective data analysis, whilst managing compensation and supplier recovery.

	ACCOUNTABILITIES

	Key Result Areas (+%)
	Key Tasks
	Performance Indicators/metrics 

	Team
    
	· To work as an effective, productive member of the team in order to assist the department in achieving its goals.
· Any other functions and/or tasks that are in line with the skill sets of the role, which are deemed necessary to ensure the smooth running of the department.
· To work collaboratively with colleagues to ensure the customers’ experiences with Customer Relations are informative and supportive, from start to finish.
· Share knowledge and experience with colleagues, including supporting and assisting the induction of trainees.
	· Colleague, customer and management feedback.

· Team and department targets and goals achieved/exceeded.

	Profit


	· Fully utilise discount vouchers and non-financial tools (in preference to cheque payments), where possible, when issuing payments to customers.

· Appropriate assessment of compensation levels, to avoid the necessity of a comeback, whilst taking into consideration the commercial impact on the business.
· To assist in preventing the escalation and expense of potentially damaging situations by recognising and promptly highlighting them to appropriate management within the department.
· Manage the customer complaint process cost effectively by managing business risk and Customer Recovery.
· Take into consideration the ‘knock on’ effect of any offers being made, if the situation impacts on a large number of customers and ensure these are dealt with consistently.
· Recognise the need for the escalation of a case if this is negatively impacting on future business opportunities/sales.

	· Colleague, customer and management feedback.

· Discount Voucher and non-financial targets achieved.

· First Time Resolution ratio

· Payment rejection rate.

· Team and department targets and goals achieved/exceeded.

	Customer Service


	· To take ownership of the handling of complaints and other customer feedback at all stages from arrival into the customer service area, through to a successful resolution that has repaired the relationship between the customer and the company
· Investigate complaints efficiently using all relevant information and to issue appropriate response within required timescales and in accordance with existing procedures and policies, in a professional, friendly and efficient manner.
· To strive to turn a dissatisfied customer into a satisfied customer by resolving complaints fairly at the first attempt, with the intention of retaining the customers’ business in the longer term.
· To produce customised responses, which empathise with the customer and address their real concerns and reflect the company’s core values and brand attributes.

· Complete call back requests in a timely manner in accordance with agreed SLAs.
	· Colleague, customer and management feedback.

· Accuracy of work

· Productivity measures

· First Time Resolution ratio

· Quality measures

· Team and department targets and goals achieved/exceeded.

	Operational


	· To categorise and log onto CRM all letters of complaint accurately, to ensure company Management Information reflects the problems encountered by customers.
· The ability to recognise sensitive issues, such as assaults, etc and escalate these to the appropriate area within the department to respond to.

	· Colleague, customer and management feedback.

· Team and department targets and goals achieved/exceeded.

	Communication


	· To question policies/practices within Customer Relations and other departments if these are not deemed to be in line with the values adopted by the Company and present innovative solutions for improvement.
· The ability to recognise and escalate complaint trends, so that action can be taken to report these to the relevant business areas, with a view to reducing workloads into CRM.
· Provide feedback to the Line Manager on the quality of representative’s reports and performance, so these can be fed back to the appropriate management to ensure improvements are delivered.
· Common complaints to be escalated to Line Managers to ensure consistency of approach within Customer Relations.
· Escalate any tasks that are not within SLA to Team Manager.

	· Colleague, customer and management feedback.

· Team and department targets and goals achieved/exceeded.


PERSON SPECIFICATION

	CAPABILITIES PROFILE – leadership, management or personal skills/knowledge, qualities 

	Essential:

· Excellent verbal communication skills, with ability to adapt style to suit customer needs.

· Excellent written communication skills – with a high standard or spelling, grammar and punctuation
· Analytical approach to data to help reach a settlement on a complaint

· Ability to give constructive feedback to internal colleagues

· Great team work skills

· Ability to work in a pressurised environment towards targets

· Willingness to embrace change

· Confidence in dealing with people at all levels

· Excellent organisational skills 

· Ability to work accurately and unsupervised

· Ability to prioritise work load

	Desirable:



	CAPABILITIES PROFILE – technical skills/knowledge 

	Essential:

· Good knowledge of word, excel and outlook packages

· Proven track record in use of multiple data bases
	Desirable:

· Use of data for analysis
· Previous working knowledge of workflow systems and CRM applications 

	EXPERIENCE & TRACK RECORD 

	Essential: 

· Previous experience in a Customer Service environment, with both verbal or written interaction with customers

· Experience of handling customer complaints
	Desirable: 

· Customer relations experience
· Travel industry experience

	QUALIFICATIONS, TRAINING, PROFESSIONAL MEMBERSHIPS or ACCREDITATIONS

	Essential:

· GCSE Grade C or above in English Language and Mathematics (or equivalent)
· Excellent standard of written English, with particular emphasis on the correct use of grammar, punctuation and spelling
· IT literate with good knowledge of Word, Excel and Outlook

	Desirable:

· Knowledge of travel systems



	ORGANISATIONAL INFORMATION 

	Direct reports:  None

Interfaces with:  Teams within the dept, and other areas of the business
	Resources, Scale and Scope of Role, Location and any Travel factors

Some travel for educational purposes, although minimal


EXAMPLE








