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Job Description
 

Job Title:	Customer Excellence Advisor

Reporting to:	Customer Excellence Team Leader

Accountable for:	 N/A

Purpose:	To provide customer excellence across a multiple of service channels by delivering an efficient, professional and friendly response to all customer enquiries and requests for Aspire services. To take ownership ensuring a minimum of 80% of customer enquiries are solved at the first point of contact.

	
Duties and Responsibilities

· Empowered to provide a high level of customer service excellence giving an efficient and accurate response through a range of access channels: face to face, telephone, web, Facebook and Text for a range of service areas including, general enquiries, Repairs, Allocations, Neighbourhood and Income management.

· Support with the delivery of a unique and bespoke Customer Excellence experience that will differentiate our delivery of service within the market place.

· Take ownership at first point of contact for the successful resolution of customer enquiries/complaints following agreed processes.  To deal with customers who are unhappy with any aspect of the service they have received, speaking with empathy and professionalism, resolving their complaint first time wherever possible, to a high standard of customer satisfaction.

· Identify/look at new and innovative ways of improving service improvements or challenge existing working practices by identifying opportunities/potential improvements to existing business processes, procedures and system capabilities by making recommendations or developing creative solutions for our customers, partners, colleagues and communities in order to enhance service delivery, maximise advisor performance, reduce business overheads and/or improving customer satisfaction with direct and indirect involvement in achieving the improvements.

· Work with others, share knowledge and information, give advice and work to agreed processes to facilitate successful customer service journeys and raise standards.

· Take a proactive approach to improving customer experience, by engaging with the Customer Process Analyst, ensuring the use of and continuous improvement to scripted workflows.

· Be aware of our ability to make a positive social impact by being proactive in identifying customers who could benefit from referrals into the business to services including Employment and Skills and all Housing Services.  Plus effective sign posting for non-Aspire services.

· Work with in-house systems, software and business social media.

· Day-to-day achievement of all department performance targets.

· Act as a role model for Aspire with smart professionalism.

· Support in the delivery of the Company Strategy and Vision.

· Live and breathe the Brand values.

· To be flexible and able to work as per allocated shifts on a rota basis.


General Obligations – All employees

· To take responsibility for own personal development and update knowledge and skills, with support from Aspire, to perform the role at an effective level. To undertake such training as is deemed necessary to improve personal performance and knowledge.

· To implement positively and ensure compliance with, the Aspire’s policies, procedures, codes of practice and initiatives relating to Equality and Diversity, Customer Service, Risk Management, Health and Safety, Data protection and Information Technology, Financial Regulations, Standing Orders and the Code of Conduct and Probity Policy.

· To take responsibility for own wellbeing and safeguarding in the duties to be carried out for this post.

· To provide the highest quality services incorporating best standards and practice, promoting Aspire to its tenants, clients and customers.

· Taking ownership and responsibility to respond to complaints positively and professionally (as appropriate to role).

· To ensure that maximum use is made of information technology systems and associated equipment in the provision of efficient and effective services.

· Ensure the quality, accurate maintenance, and protection of data relevant to the role.


· Knowledge and understanding of the CIH professional behaviours and standards, which includes characteristics such as integrity, knowledge, skill, leadership, ethics, inclusion, advocate. 

· To perform any other duties not specifically identified in the job description but which are in line with the general responsibilities of the post.  


This Job Description forms part of the contract of employment of the person appointed to this post. It reflects the position at the present time only, and may be changed at management’s absolute discretion in the future. 

As a general term of employment, Aspire may effect any necessary change in job content, or may require the post holder to undertake other duties, at any location within Aspire.
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