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Customer Complaints Coordinator
	REPORTS TO:
	DIRECT REPORTS AND TEAM SIZE:

	Manager Customer Service
	This role has 0 direct reports. 

	THIS ROLE EXISTS TO: 

	Provide customer focused advice and support services for key internal and external stakeholders in escalated complaints management and resolution to enable the achievement of service level and organisational objectives.
This role exists to support our strategic approach to improving our customers experience and support’s Melbourne Water’s day to day dealings across diverse services by managing complaints and escalations to ensure they are resolved,
The Customer Service Centre is the first point of contact for our customers. The Complaints Coordinator will be the first point of contact for our customers seeking to resolve escalated issues. The Complaints Coordinator will act as a central coordination point internally to manage customer resolutions, influence across the business to ensure issues are resolved within KPIs, and report across the business on organisational complaint performance and systemic issues.
You’ll drive a customer centric approach to frontline customer service in line with the Customer and Community Strategy, Customer Charters and Customer Service Commitments. In addition you will be have accountability to managing organisational adherence to our formal complaints policies and procedures, and work across business groups to identify systemic issues and drive continuous service improvements throughout Melbourne Water.

	KEY ACCOUNTABILITIES:

	· Coordinates the complaints process to assist the Manager Customer Service and strives to continuously improve the process for logging and monitoring complaints/compliments across the business.
· Act as a customer advocate in all dealings representing Melbourne Water.
· Working with complainants, internal resources and external stakeholders to identify issues and develop options to achieve resolution.
· Manage and record incoming complaints, which can include handling difficult conversations.
· Identifying, escalating and managing systemic issues and corporate risks.
· Ensuring accurate recording of complaints, customer interactions, resolutions and adherence to KPIs.
· Advocate and champion a culture that welcomes complaints including early resolution, and transparent investigations and resolutions.
· Assists in the preparation of detailed organisational reports, including complaint volume, resolution performance and identification of systemic issues to resolve.
· Prepare recommendations where required and the ability to manage professional written correspondence with customers. 
· Developing positive and collaborative working relationships with team members and internal and external stakeholders.
· Contributing to the priorities of a team and effectively managing individual caseloads.
· Understand and follow the processes and procedures in line with our Integrated Management System (IMS). 
· Taking care of own and colleagues Health and Safety through identification and reporting of hazards and active involvement in improvement initiatives.






	KEY RESPONSIBILITIES
	KPIs

	Customer Service and Experience
· Responding to customer complaints and requests for Melbourne Water via key customer channels -  phone, email, web and social media.
· Be available to support internal stakeholders for directing complaints appropriately.
· Take ownership and responsibility for the customer complaint and end to end journey through Melbourne Water.
· Offer a solutions based service to internal and external customers as per your role requirements.
· Conduct yourself with the highest standards of professionalism and service in all dealings.
· Manage time and workloads to meet and exceed defined standards and business rules.
· Manage multiple tasks and activities to adhere to customer service standards.
· Continuously monitor for systemic issues and improve processes using best practise and continuous improvement methodologies. 
	· Achieve service standards outlined in customer charters and defined SLAs
· Achieve customer satisfaction and experience targets as set by the business
· Achieve adherence and utilisation targets as set by the business
· Qualitative feedback through monthly coaching sessions, peer feedback and customer research and benchmarking programs


	Quality Assurance
· Maintain and manage internal complaints register to ensure of complaints are recorded, tracked and resolved.
· In all communication ensure the information relayed to the customer (verbally and written) is accurate, professional and timely.
· Ensure accuracy in all data entry into relevant CRM systems of all customer complaint requests to Melbourne Water.
· Ensure knowledge base system are reviewed and updated relating to customer complaints policy and procedures.
	· Achieve high quality outcomes for the customer
· Maintain high quality data entry into core systems, and achieve an accuracy rate on or above the targets set by the business 
· Deliver accurate and high quality service (verbally and in writing) to customers

	Continuous Improvement
· Mentoring and training Customer Service staff and other key customer facing business teams to improve complaint resolution and minimise future issues.
· Work with Customer Service Manager to develop dashboards, monitoring and reporting to drive improvements in complaints management.
· Actively seek ways to influence and improve experiences for Melbourne Water customers.
· Work collaboratively to achieve improvement goals and targets.
	· Positive team and internal customer satisfaction.
· Improvement in customer experience benchmarking
· Demonstrated ability to achieve positive outcomes through influence and collaboration

	Team Work
· Coordinate, motivate and support, team members to ensure complaints service level agreements (SLAs) are met.
· Contribute to the success and operating rhythm of the team through involvement and support of team goals and targets.
· Work with and provide training to other key customer service business areas across MW (ie. Regional Services, Development Services, Asset Management  etc.) to deliver a high quality outcomes to our customers.
· Provide support to the Customer Service Team during peak periods and overflow, as required.  
	· Clear team objectives, performance and development plans
· Employee alignment and engagement survey results

	Voice of the Customer
· Drive improvement in customer complaints management and experience through working closely with key business groups using customer data and benchmarking
· Bring the customer view to the business so as to ensure that customer is at the centre of what we do
· Proactively record customer feedback on our service and the service experience and share insights to drive continuous improvements within the team and the business
	· Demonstrated ability to achieve positive outcomes through influence and collaboration
· Customer Satisfaction/Experience Metrics
· Customer Experience Benchmarking



	SKILLS, KNOWLEDGE AND EXPERIENCE REQUIRED:

	· Demonstrated experience in a coordinator or senior customer service role
· Knowledge and understanding of local government and/or urban development issues.
· Demonstrated analytical and problem-solving skills, including the ability to assess and manage risk, work within legislative requirements, make impartial recommendations and to use specialist advice when needed.
· Excellent written communication skills including the ability to write comprehensive evidence-based recommendations and reasons for decisions. 
· Strong customer outcomes focus, confidence and resilience in liaising with internal and external stakeholders in relation to contentious matters.
· Capacity to work in a busy environment with demonstrated skills in time management, working with competing priorities and ability to prioritise and manage a case load.
· Demonstrated ability to work effectively and collaboratively as part of a team as well influence across MW to achieve positive customer outcomes and a positive workplace culture. 

	KEY RELATIONSHIPS:

	All Melbourne Water employees are responsible for managing aspects of our customer/stakeholder relationships and service interactions, and will work proactively to deliver a consistent customer experience.
INTERNAL
· This role is required to work with a wide range of stakeholders and groups within the organisation, but particularly Service Delivery – Regional Services, Development Planning and Asset Management Services,  to ensure the customer and service standards understood and implemented.
· Must be able to work with multiple levels in the organisation and be able to build excellent working relationships the business.

EXTERNAL
· A wide range of external customers and stakeholders, including developers, councils, engaged community groups, EWOV, Regulatory Bodies and the general public.



	SALARY RANGE:

	· EA salary level 5
· Melbourne Water reserves the right to remunerate people according to their ability to perform the functions of the role based on their qualifications, skills and experience.

	OTHER COMMENTS:

	This role requires the following:
· Demonstrated experience in a coordinator or senior customer service role 
· National Police Check 
· Flexibility to meet customer requirements and business requirements 
· Adherence to set rosters and core targets
Location:  990 La Trobe Street, Melbourne 3008
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OFFICIAL  

REPORTS TO:  DIRECT REPORTS   AND TEAM SIZE :  

Manager Customer Service  This  role has  0  direct reports .    

THIS ROLE EXISTS TO:   

Provide customer focused advice and support services for key internal and external stakeholders  in escalated complaints management and resolution to enable the achievement of service level  and organisational objectives.   This role exists to support our strategic approach to improving our customers experience and  support’s Melbourne Water’s day to day dealings across diverse services by managing complaints  and escalations to ensure they are resolved,   The C ustomer  S ervice  C entre   is the first point of contact for our customers. The Complaints  Coordinator will be the first point of contact for our customers seeking to resolve escalated issues.  The Complaints Coordinator will act as a central coordination point internally to manage  customer  resolutions, influence across the business to ensure issues are resolved within KPIs, and report  across the business on organisational complaint performance and systemic issues.   You’ll drive a customer centric approach to frontline customer service in line with the Customer  and Community Strategy, Customer Charters a nd Customer Service Commitments .  In addition  you will be have accountability to managing organisational adherence to our formal complaints  policies and procedures, and work across business groups t o identify  systemic issues  and drive  continuous service improvements throughout Melbourne Water.  

KEY ACCOUNTABILITIES:  

   Coordinates the complaints process to assist the  Manager  Customer Service and strives to  continuously improve the process for logging and monitoring complaints/compliments across the  business .      Act as a customer advocate in all dealings representing Melbourne Water .      Working with complain ants, internal resources and external stakeholders  to identify  issues   and  develop o ptions to achieve resolution .      Manage and record incoming complaints , which can include hand ling difficult conversations .      Identifying, escalating and managing  systemic issues and corporate risks .      Ensuring a ccurate recording of complaints, customer interactions, resolutions and adherence to  KPIs .      Advocate and champion a culture that welcomes complaints including early resolution, and  transparent investigations and resolutions.      Assists in the preparation of d etailed  organisational  reports,  including complaint volume,  resolution performance and identification of systemic issues to resolve.      Prepare recommendations where required and the ability to manage professional written  correspondence  with customers .        Developing positive and collaborative working relationships with team members and intern al and  external stakeholders .      Contributing to the priorities of a team and effectively managing individual caseloads.      Understand and follow the processes and procedures in   line with   our Integrated Management  System (IMS) .       Taking care of own and colleagues Health and Safety through identification and reporting of  hazards   and active involvement in improvement initiatives.      

   

