
 

 

 Job Title: Customer Advisor Service: Operations 
 

Team: Customer Service Team Grade: 5 
 

Responsible to:  
 
 

 

 

Overall Purpose of Job 
To provide a range of housing services to Ongo customers, delivering the highest 
standards or customer care with enthusiasm and professionalism, always working to 
resolve ‘your’ customer queries at that initial point of contact (Right First Time).   
 
Main Responsibilities 

1. To provide a professional and efficient call handling and visitor reception service to 
all customers, with a focus on resolving the majority of enquiries right first time and 
in line with relevant policies and procedures, including: 

a) Repairs and maintenance  

b) Rent and Income collection, including providing customers with low level arrears 
recovery support and repayment agreements 

c) Choice Based Lettings enquiries (Home Choice Lincs) 

d) Anti-social Behaviour reporting 

e) Community services  

f) Corporate support including complaints handling, including intervention and 
resolution where appropriate 

g) Leasehold services 

2. Deliver an appointments service for customers taking into account relevant 
procedures, customer availability, nature of queries and availability of staff and 
resources. 

3. To deliver customer services across all digital channels such as Facebook, Email, 
Webchat and MyHome (Tenant Portal) 

4. To liaise with specialist staff across all departments as necessary to resolve 
complex customer enquiries whilst retaining control of the contact where 
appropriate.  



 

5. To take and process payments from customers towards rent and other charges in 
line with Ongo policies and procedures.  

6. To maintain and update the Customer Relations Management System (CRM) data 
and other relevant ICT systems and databases. 

7. To support the ONGO strategy for gathering customer satisfaction by conducting 
surveys by telephone were appropriate. 

8. To provide essential support & cover to the Customer Service Assistants to ensure 
that other channels of communication, including internet and email are responded 
to in a professional & timely manner. 

9. May be required to work in different locations to ensure delivery of service across 
the county. 

10. Undertake regular training & personal development  

11. To undertake any other duties and administrative tasks, consistent with the above, 
that may be required from time to time under the instruction of the Customer 
Service Team Managers. 

12. To ensure that all aspects of the work are delivered in a customer focused manner. 

13. To work consistently in line with the Company’s values and objectives.  

14. To uphold the Company’s Equal Opportunities and Diversity Policy and Health and 
Safety Policy in all aspects of the work. 

15. To observe and comply with all the Company’s policies and procedures. 

16. To work flexibly to ensure that a reliable and first rate service is available to 
customers 24 hours a day, 7days a week. This may require late night/ Saturday and 
Sunday working. 

 
  Creativity & Innovation 
 

 To assess working procedures and to make recommendations for service 
improvement & efficiency gains. 

 The ability to apply individual thinking to solving problems and fielding customer 
enquiries. 

 
 
Contacts & Relationships 

 Continuous contact with customers, receiving, assessing and resolving enquiries. 
 Contact with staff at all levels of the company in the course of resolving enquiries 

and progressing complaints. 



 

 To engender strong links with other departments and peers to develop and 
promote good delivery of customer services. 

 
 
Decision Making - Discretion 
What decisions will the employee need to make in the job, and how much of the company 
will their decisions affect? What rules, procedures and guidance, if any, will they have to 
follow?   

 Makes appropriate choices and decisions when assisting customers with their 
enquiries taking into account customer expectations and resource limitations. 

 Decides when and where to refer enquiries, and when to retain or relinquish 
control of the enquiry. 

 Ability to make timely and effective decisions with conflicting priorities and 
changing demands. 

 Assesses when the delivery of a positive outcome for customers is threatened by 
inappropriate procedures and policies, and acts to prevent that happening. 

 
 
Decision Making - Consequences 
What is the impact of the decisions the employee makes, and who or what will their 
decisions affect? 

 Consequence of breaching the Data Protection Act, fines. 
 Poor Customer Service leading to complaints. 
 Customers given incorrect information causing hardship or worry. 

 
Responsibility for Resources 

 Laptop, headphones, cables. 
 
Work Demands 

 Ability to work flexibly and occasionally outside normal working hours, including 
evenings and Saturday mornings. 

 Able to meet organisational deadlines with conflicting priorities due to changing 
circumstances. 

 Ability to balance the handling of several enquiries simultaneously, whilst making 
progress towards resolution in all of them 

 
 
 
 



 

 
Physical Demands 

 Post will be predominately office based requiring extensive work within Contact & 
Customer Centre’s and via team meetings. 

 Cover for staff carrying our surgeries at various locations in North Lincolnshire 

 
Working Conditions 

 Post holder will be predominantly office based including surgeries at locations 
across North Lincolnshire 

 
Work Context 
Will occasionally have to deal with potentially difficult customers in challenging 
situations. This may include dealing with abuse and aggression in customers’ homes, on 
estates and deal with challenging situations in public and tenants meetings. 
 
Knowledge, Skill & Experience Required 

1. Experience of working in a busy customer service telephone environment. 

2. Experience of delivering quality customer service to a broad cross section of the 
general public. 

3. Ability to deal effectively and sensitively with members of the public by telephone 
and in person. 

4. Preferably some knowledge of housing related issues. 

5. Excellent communication skills (particularly oral, but also written) 

6. Excellent skills in writing and grammar to enable communication across social 
media platforms  

7. Ability to use modern office based PC systems (i.e. Microsoft Word, Outlook etc) 
and to demonstrate computer literacy. 

8. Ability to use, update and manipulate database applications and to demonstrate 
computer literacy. 

9. Ability to update and maintain systems and records with a high level of accuracy. 

10. Good organisational skills and ability to work to deadlines as necessary. 

11. Ability to represent ONGO in a ‘positive’ and effective manner at all times. 

12. Ability to provide typing and administrative support as necessary. 

13. Operates with a customer focused approach to work at all times. 

14. Commitment to achieving positive outcomes and objectives. 



 

15. Flexible and cooperative approach (teamwork). 

16. Possess an understanding of and empathy with ONGO’s aims and values. 

 
 
Health & Safety 
 
Operative  – To be aware of risks to personal safety, other employees, customers, 
company property and company reputation and to highlight such risks to managers 
immediately 
 
Manager/Director –  To be aware of risks to personal safety, other employees, customers, 
company property and company reputation and to promote a culture of risk mitigation in 
the planning and execution of all tasks. 
 
Is the responsibility shared with another post? 
No 
 
 


