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JOB DESCRIPTION
Job Title: 

Part time Customer Service Champion – up to 20 hours per week
Salary:


 £13,468 p.a. pro rata - equivalent to £7.00 per hour
Responsible to: 
Project Manager 

Main Purpose of the Job 

To externally assess and independently verify services received from providers.  A high priority is placed on developing and fostering good relationships with those in receipt of services encouraging them to participate in influencing service delivery. 
The postholder will liaise with tenants, residents and other customers receiving services from service providers through the utilisation of various communication channels and will provide support to contractors customer care teams to assist in the implementation of best practice and continuous improvement of service delivery.   

Key Duties and Responsibilities 
To provide positive and effective communication with tenants and other customers receiving services through surveys and other forms of consultation as determined by each contract.
To conduct mystery shopping and/or inspection or survey audit  exercises as and when required. 

To record and forward information accurately and in a timely manner.

To liaise effectively with customer care teams of contractors and service providers in a timely manner.

Provide accurate feedback in a range of formats including inputting data on surveys forms, spread sheets, written and verbal reports.

To act as an independent service champion ensuring that tenants needs are met and their voices heard. 

To promote the involvement opportunities available to tenants, residents and customers receiving services and actively encourage tenants to suggest new services or solutions to issues. 

To assist service providers in identifying potential efficiencies in relation to service delivery.

To act as a community role model and ambassador for ‘asert’ and it’s ethos.

General
To participate in the organisations training programmes and other activities.
To adhere to ‘asert’s policies and procedures with particular reference to the following:
· Health and Safety

· Lone Working

· Safeguarding and Vulnerable Persons
· Customer Care
To attend meetings regarded as essential in the performance of the role.
To engage in activities commensurate to the role and salary.

PERSON SPECIFICATION
Customer Service Champion
Knowledge

A good understanding of key issues affecting people in the social housing sector

Knowledge of IT systems

Experience

Experience of working with the general public 

Skills / Abilities /Competencies
Tenant focused with good customer care skills and passionate about service excellence.

Good verbal and written skills

Good I.T. skills – Excel/Word /e-mail

Self motivated with good organisational skills 

Ability to effectively engage with tenants and residents

Ability to communicate and network effectively with all sectors
Ability to work as part of a team

Committed to the vision of ‘asert’
Committed, trustworthy, reliable with a good sense of humour

Possess a committed and flexible attitude
Possess patience, tact and approachability

Work Related Circumstances

Adaptable to change including potential for various working environments e.g. office base , outreach, community venues, home base.
Willingness to undertake training

Flexible approach to working hours (may include evening work/weekends/work from home)
The postholder will require a satisfactory Enhanced CRB check
