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Customer Experience °
Outsourced partnerships

Regulatory °

Technology °

Work Health & Safety .
Compliance

interactions

To perform daily, weekly, monthly analysis and reporting of customer
interaction types

To track and monitor all network and service requests and feedback
any issues to network operations

Working with Network Operations and Communications to ensure
that any known Network outages or planned maintenance is notified
to customers via the FS websites and via proactive customer
communications.

Work with Network Operations and Communications in the event of
any unplanned fault or emergency. Enact FS response procedures
and manage FS customer experience standards throughout this type
of event.

Manage monthly customer billing runs and all ongoing credit control
requirements. Working with Finance team to validate and report on
any outstanding payments and issue restriction notices to Network
Operations — as required.

Create and manage staff rosters

Develop training material and produce training modules to
continuously update and train staff

To assist with office administration if the office administration clerk is
on leave or absent — if required.

To provide support to the Executive Manager Retail Operations when
required.

Monitor interactions handled by the outsource partner to ensure that
the FS customer experience standards are maintained.

Facilitate an ongoing feedback process to ensure the outsource
partnership is kept updated

Manage all EWON Investigations and continuously look to improve
FS’s customer experience interactions.

To assist with the review of any customer experience technology
deployment and facilitating user acceptance testing for the Customer
Experience team

To assist with ensuring Work Health & Safety policies are followed in
the customer experience area.

SPECIAL REQUIREMENTS AND WORKING CONDITIONS

A strong contact centre background
Good working knowledge of contact centre technology e.g. CRM, queuing and call vectoring,
staff rostering, training and reporting. Advanced knowledge of Microsoft packages (Word,
Excel, Powerpoint, Outlook)

e Experienced in either working in an outsourced environment or managing an outsourced

environment

An efficient and self-motivated person able to work to a varied work schedule
Utilities experience is desired but not essential

PERSON SPECIFICATION

e Ability to work in a small enterprise e Good attention to detail and methodical
environment (flexibility, agility, etc) thorough approach to work
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