
 

 

 
 

ROLE TITLE Customer Relations Account Manager 

DEPARTMENT Customer Service Centre (CSC) 

OPERATING ASSOCIATION/ DIRECTORATE Orbit Corporate Services 

RESPONSIBLE TO Customer Relations Manager 

RESPONSBILE FOR  

 
 

ROLE PURPOSE One or two sentences giving a simple statement of why the role exists 

Taking responsibility for the management of customer complaints, seeking resolution in the interest 
of the business and the customer. Working closely with all areas of the business to ensure that 
customers are responded to in a timely manner and feedback is given where appropriate. Identifying 
areas for improvement, highlighting root cause of customer facing issues, mitigating risk to the 
business and supporting the Customer Relations Manager in driving improvements to customer 
service delivery. Completing administrative duties relevant to the role. Adhering to complaints policy 
and procedure. Liaising and responding to third parties including but not exclusively the 
Ombudsman, MP’s and other third party representatives. Providing written responses to complaints 
and case studies when necessary. Using the complaints management system accurately. Proactively 
and reactively identifying resolutions on a short term and long term basis. Ensuring that the 
response and resolution is offered effectively as possible and proactive measures are agreed to 
resolve potential ongoing issues.  
 

 
 

ACCOUNTABILITIES / 
RESPONSBILITIES 

Statement of the main areas of accountability and  responsibility 

 
 

KNOWLEDGE/SKILLS/EXPERIENCE/PHYSICAL REQUIREMENTS 
The tools needed to do the 
role 

Essential 

 

 At least 12 months experience in handling formal complaints to a 
senior level including Executive and Managing Director Complaints 

 Good literacy, numeracy and IT skills including Word, Outlook and 
Excel.  

 Good organisational, planning and time management skills. 

 Experience of working in a fast-paced complaints environment. 

 Multi-channel experience including email, web chat and social 
media. 

 Experience of dealing directly with customer enquiries by email, 
phone and face to face 

 
 

 

COMPETENCIES 

Personal attributes/behaviours the role holder must possess to be successful in the role Level 



 

 

Customer First 

 Consistently make decisions based on appropriate customer 
requirements. 

 Effectively dealing with complaints by resolving them as 
efficiently as possible and proactively identifying and 
implementing change across the business as needed.  

 Identify areas for improvement in processes that impact on 
customer experience through customer feedback and 
process review.  

 Offer suggestions and implement changes that improve the 
customer experience.  

 Take an active interest in setting and achieving high 
standards of customer service. 

 Realistically manage internal and external customer 
expectations. 

 Work with others to actively improve the customer 
experience. 
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Driven 
 

 Review and take action to manage the impact of our 
behaviours and emotions on others. 

 Display an adaptable ad effective communicating style 
with others. 

 Identify development activities outside our own comfort 
zone and engage in these. 

 Be trustworthy and efficient. 

 Challenge ourselves and others to achieve results. 

 Display effective negotiation and persuasion skills 

 Encourage acceptance, understanding and commitment to 
change. 
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Responsibility 
 

 Take ownership of your work load and ensure all queries 
are dealt with correctly and effectively. 

 Be an ambassador for respect towards individuals, within 
teams and throughout the organisation. 

 Always acting in a professional manner and with absolute 
discretion. 

 Demonstrate integrity and consistency in decision-making. 

 Receive feedback in appropriate and open manner. 
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Innovation 
 

 Review current processes and identify areas for 
improvement  

 Generate ideas through discussions with others, 
encouraging new approaches. 

 Use previous experience to impact on the performance of  
the team, department and Orbit overall. 

 Breakdown complex issues into smaller parts and identify 
cause and effect.  
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Invest 

 Actively encourage team and partnership working. 

 Initiate interdepartmental working and collaboration 

 Use to peer to peer development techniques to maximise 
potential. 

 Put team/partnership decisions above personal interest.   
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 Use networking across teams, departments and operating 
associations to maximise the outcomes achieved. 

 
Orbit is an Equal Opportunities Employer and all staff are required to read and adhere to Group and 
local policies and procedures relating to Equality and Diversity 
 
Orbit requires all employees to read and adhere to Health and Safety policies and procedures 
 
Orbit requires all employees to read and adhere to all Orbit policies and procedures and Standing 
Orders.   
 

Signed by 
Employee 

 Date  

Signed by 
Manager 

 Date  

 

 
 
 
 
 
 
 
 
 
 
 


