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JOB TITLE:   Customer Relations  

Specialist 

 

DATE COMPLETED:  30 October 2017

 

 

DEPARTMENT :  Customer 

Services/Customer Relations Team 

  

TITLE OF JOB HOLDER’S MANAGER:  Customer Relations 

Team Leader

 

 
ORGANISATION  
 

 

Customer Relations 

Manager

Customer Relations 

Team Leader

Customer Relations

Specialists

Customer Relations

Administrator

Customer Relations 

PPI Advisors

Customer Relations 

PPI Senior Advisor

 
 
 

 

 
PRIMARY PURPOSE OF THE POSITION   
 

The role holder will be responsible for handling all complaints & disputes received by the Customer Services department, 
providing a high standard of customer service and ensuring that regulations are complied with.  The role holder will be 
expected to have a good understanding of the company’s range of products and services, together with a thorough 
knowledge of the computer systems used to record and access information. 
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MAIN RESPONSIBILITIES  
 

 Provide an efficient and effective service for all complaints & disputes received by the Customer Relations department, 
including complex ADR and MD cases.  Ensure that all complaints are managed within company policy and comply 
with FOS / FCA regulations and guidelines 

 

 Liaise with FOS, manufacturer customer care centre and PSA sales teams in order to agree a resolution 
 

 Record and monitor all complaints & disputes received by PSA Finance UK Ltd, ensuring that service levels and 
compliance deadlines are met 

 

 Provide on the job training to new staff as required and act as a point of reference for other department members for all 
complaint related tasks.   

 

 Provide an efficient and effective telephone service to customers, identifying customer needs and acting to ensure they 
are satisfied, consistent with department quality standards and procedures. 

 

 Maintain and develop up-to-date product, system and process knowledge to act as a centre of expertise and to provide 
an increasingly effective service to customers  

 

 Relay customer perceptions and comments, identify and analyse opportunities to improve processes, products and/or 
systems, providing recommendations and evidence to support proposed implementation. 

 

 Demonstrate flexibility and the ability to work within all areas of the department, to cover seasonal peaks in volume of 
work and as workload dictates. 

 

 

 
 
PRINCIPAL CONTACTS / WORKING RELATIONSHIPS  
 

 Strong working relationships with the frontline operational teams to ensure consistency in department standards, procedures 
and policies 

 Regular liaison with the sales teams to ensure complaints are handled appropriately 

 Strong working relationships with the customer care and compliance teama at the brands 

 Regular liaison with other departments to assist in the oversight of complaints originating from other business areas 

 Regular contact with FOS, FLA and ADRs as appropriate to specific cases 
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OPERATIONAL CONTEXT 
 
1. Working environment :  Deadlines and prioritisation of workflow will be largely self-determined although there will be 
elements which are dictated by achievement of targets and compliance with regulations.  Much of the work dealt with within 
the Customer Relations Department is complex but with structured procedures already in place.  The job holder will need a 
broad understanding of procedure framework with an ability to analyse how to process different requests and with the ability 
to tailor specific responses to complex complaints. 
 
 
2. Decision making scope:  The jobholder will be responsible for deciding and implementing the most appropriate course 
of action to meet the customer’s needs, referring to the Customer Relations Team Leader when differing courses of action 
is feasible. 
 
3. Supervision received:  The jobholder will be expected to work within the guidelines of procedures in undertaking their 
role with the performance of the jobholder being monitored and measured on results against targets.  The jobholder may 
refer to the Customer Relations Team Leader where necessary. 
 
  

 

 
 
PRINCIPAL CHALLENGES/DIFFICULTIES  
  
The demands of handling large complaint volumes and ensuring we respond appropriately within regulatory timescales will 
create a challenging working environment.  The jobholder will be required to ensure that all actions adhere to internal 
policies and external regulation and will need a thorough knowledge of all financial products offered to our customers, 
related services and of the relevant FCA and FOS rules and regulations. In addition, the Customer Relations Specialist will 
need to work largely autonomously in applying the company’s ethos of treating customers fairly, in order to conclude 
complaints satisfactorily for all parties concerned. 
 

 

 
 
STATISTICAL DETAILS 
 
 

1. Complaints responded to accordance with internal SLAs and regulatory timescales 
2. ADR complaints responded to within ADR deadlines 
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EDUCATION AND EXPERIENCE 
 

 
1. Foreign language skills:  None required for role 
 
 
2. Professional qualifications, vocational training, education level: 

 5 x GCSEs ‘A-C’ level including Maths and English 
 
3. Previous experience required (please state if essential or desirable): 
 

 Previous experience in a customer services environment is essential 

 Essential to have knowledge and experience of administering complex financial data/ledger 

 Excellent communication skills with the ability to liaise and communicate with all levels of colleagues and 
customers is essential 

 Experience in handling complaints in a financial environment is desirable 

 

 
 
 
PERSONAL CHARACTERISTICS REQUIRED  
 

 Excellent written and verbal communication skills with the ability to liaise and communicate with all levels of staff, 
management and customers is essential 
 

 Ability to prioritise and multi task 

 

 
 
CAREER PATH 
 
This position would constitute a promotion for people who have held the following positions:  Customer Services Call Centre 
Advisor, Customer Services Administration Advisor 
 
On leaving this position, a job that would be considered a promotion is:  Customer Relations Team Leader, Customer 
Services Call Centre Team Leader, Customer Services Administration Team Leader, End of Contract Team Leader 
 
Equivalent positions which could constitute lateral moves:  Customer Services Call Centre Senior Advisor, Customer 
Services Administration Senior Advisor 
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