
 

 
Job description 
 
 
 
Job Title:  Customer Experience Officer 

Reporting To:  Customer Experience Team Leader    

Based:  Head Office 

Salary:  TBC  

Hours:  35 hours a week 

 

Purpose 
 

To provide a first-class comprehensive service to Customers of Alpha Living and 
resolving enquiries at the first point of contact through a variety of channels 
ensuring high Customer satisfaction at all times. 
 
This role is likely to develop in-line with the business; however a description of the 
key responsibilities of the role is below. 
 

Activities and Responsibilities 
 

 To take a proactive approach to Customer care, being responsible for each 
contact and ensuring all contacts are recorded on the housing management 
system, using multi-channel communication and ensuring the best Customer 
experience possible is achieved. 
 

 To diagnose repairs & raise orders as required, including liaison with both 
internal and external contractors and guiding Customers through simple 
processes to resolve issues themselves. Liaise with Development Managers, 
Contractors and Asset Management staff to ensure orders are completed 
within targets and notes updated where delays or further works are 
required. 

 

 Provide information and respond to enquiries on planned & cyclical 
maintenance programmes specific to individual properties or location. 

 

 Manage waiting/transfer lists, notifying applicants of decisions made and 
ensure all necessary proofs (income/expenditure, identification and proof of 
residency, eligibility etc) have been sighted and recorded appropriately 
prior to acceptance on to the waiting list. 

 

 Actively manage and monitor rent accounts in arrears up to the point of 
commencement of legal action. 

 Organise and diarise viewings utilising Development Manager’s calendars and 
notify applicants of appointments made. 



  

 

 Prepare tenancy packs for Development Managers to action. 
 

 Respond to rent account queries, produce adhoc resident statements, and 
take card payments etc. 

 

 Ensure Housing Benefit & Universal Credit correspondence is processed and 
recorded on the Housing Management system and residents are notified of 
payment requirements in a timely manner. 

 

 Provide advice and assistance on housing management issues including 
tenancy matters such as transfers, joint tenancies and successions and 
information on environmental issues and local neighbourhoods. 

 

 Carry out Customer Satisfaction surveys and collate results. 
 

 Create and maintain Alpha Plus accounts. 
 

 Carry out general administrative duties and support colleagues in other 
parts of the business as required. 

 

 To undertake any other duties in order to achieve personal, team and 
organisational objectives. 
 

No role profile can cover every issue which may arise within the post at various 
times. The post holder is expected to carry out other duties from time to time, 
which are broadly consistent with those described above. 

 

Our Values 
 
Our recruitment process takes account of our values. We are a kind and thoughtful 
organisation which aims to help older people live independently for longer. Your 
application should demonstrate your commitment to these values.  
 

Our organisational values are: - 

All-embracing 

Valuing everyone for who they are, empowering people and welcoming diversity 

Listening 

Putting residents at the heart of everything we do and going the extra mile 

Positive 

Making a difference; pioneering and brave 

Honest 

Open and transparent; treating residents and colleagues with respect 

Agile 

Adaptable and responsive; getting the big things and the small things right 

 



  

Person specification 

Role: Customer Experience Officer 

 Essential Desirable Method of Assessment 
(see list below) 

Education & Qualifications    

Educated to GCSE level or 

equivalent 

X  AF 

Experience, Skills and 

Knowledge 

   

Experience of working within a 

Customer Focused Housing 

Environment 

 X AF 

Experience of working across 

teams to resolve both internal 

and external customer queries 

X 

 

 AF, I 

Knowledge of housing 

management theory and best 

practice 

 X AF, I 

Excellent interpersonal skills X  AF,I 

Ability to work as both part of a 

team and independently 

X  AF, I 

Experience of using Housing 

Management systems (preferably 

Civica Cx) 

 X AF, I 

Experienced in the use of 

Microsoft Office software 

X  AF 

Knowledge & Experience of 

managing rent accounts 

 X 

 

AF 

Experienced in the use of CRM 

systems 

 

 X AF, I 



  

Personal Characteristics    

Ability to take responsibility for 

personal development and 

training 

x  AF, I 

Willingness and proven ability to 

work flexibly and adapt to the 

service, giving consideration to 

the needs of vulnerable 

customers 

X  I 

Committed to equality and 

diversity 

X  I 

 

AF = Application form   I = Interview   T = Testing 


