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ROLE PROFILE


	Function
	 Customer Services

	Job Title
	 Customer Service Co-Ordinator

	Grade
	
	C3

	Reporting Lines
	Reports to
	Head of Customer Services

	
	
	

	
	
	

	
	Direct Reports
	Senior Customer Service Co-Ordinator




	Aim of the role

The aim of the role is to provide a professional, positive and enthusiastic service to our customers

Responsibilities and Duties
· Being responsible for ensuring defects are attended to in a reasonable timescale
· Promote a culture of cost control and recovery on site through specification of works and adherence to contract charge procedures
· Conduct handovers (developing a demonstration role), pre-sale and 12 month close of defects inspections on shared ownership and outright sale products
· Specify remedial works, allocate appropriate subcontractors and supervise this up to completion
· Prepare and submit progress reports to the Customer Care Manager
· Maintain accurate audit trails and ensure documentation is filed in an organised manner
· Assess performance and work quality of subcontractors, and report issues to the Customer Care Manager
· Help continuous improvement in customer satisfaction ratings



	Skills, Knowledge & Experience
· Strong interpersonal skills in dealing with internal and external customers
· Confident and able to demonstrate negotiation skills
· Ability to stay calm, professional and display patience when dealing directly with customer complaints
· Recognise the importance of customer service 
· Able to evaluate and assess technical and commercial issues and make informed decisions
· Able to work independently ensuring our aftersales service is impartial
· Intermediate skills in Microsoft Excel and Word. 
· Some technical knowledge of house building, including electrical, plumbing, and specific understanding of defects and specification of remedial works preferred



	[bookmark: _Hlk208482577]Our Key Pillars 

	Customer Focus
	

· Every decision we make revolves around delighting our customers

	Passion for Building
	
· We approach each project with unwavering enthusiasm

	Sustainability
	
· Understanding our environmental footprint by incorporating eco-friendly practice and materials into our communities

	Lasting Community
	
· We create communities with a sense of belonging and a legacy for generations to come

	Belief in Better
	
· We are committed to delivering homes that are the definition of excellence
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