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Role Profile 
 

 
Role Title: 
 

 
Customer Experience Coordinator 

 
Reporting To: 
 

 
Customer Experience Supervisor 

 
Role Purpose: 
 

To be an effective member of the customer services team, making a 
significant and effective contribution to the team and Worthing Homes 
ensuring that it is well positioned to achieve its vision, current and future 
business and operational plans and performance targets. 
 
To provide a high quality customer service at the first point of contact, 
with enquiries resolved effectively, efficiently and professionally. 
 

Key Organisational 
Accountabilities 

 

 
 

  To contribute to the work of the customer services team to deliver 
excellent quality, flexible, customer focussed services to enable us to 
achieve, or exceed, our customer satisfaction targets.  

 To work well with colleagues across the business so that we provide 
joined up services that meet our vision and values. 

 To demonstrate a high level of commitment and excellence in 
delivering both external and internal customer services. 

 To have high standards and demonstrate our values of customer 
focus, respect, transparency, innovation and commitment. 

Key Functional 
Responsibilities 

 

  To provide a high quality ‘one stop shop’ service to customers and 
other visitors whether in person, by telephone, email, social media or 
website.  

 To deal effectively and courteously with all customer enquiries 
(including repairs, tenancy matters, rent account and arrears queries, 
lettings, etc.) in accordance with the Worthing Homes’ performance 
and service standards and resolving the majority of these 
immediately. 

 To arrange appointments for colleagues in other teams particularly 
the Neighbourhood teams for more complex customer enquiries. 

 To carry out a range of administrative tasks,  

 Liaising where required with colleagues from other parts of the 
organisation.  

 To deal with low level arrears and set up repayment agreements. 

 To develop and maintain a thorough and up-to-date working 
knowledge of Worthing Homes’ services including procedures, 
guidance and legislation to deal with customer enquiries. 

 To keep accurate records of customer contact and feedback / advice. 

 To contribute ideas and suggestions that may enhance the quality of 
the service to external and internal customers. 
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 To create and present a positive and professional image of the 
organisation to its customers and to colleagues. 

 To ensure that reception is tidy and the information displayed is up to 
date. 

Corporate 
responsibilities 

All employees share our corporate responsibilities 

Health and Safety, 
Equal Opportunities 
and Risk 

 To ensure that Worthing Homes provides a safe place to work and 
live for our customers and staff and that we demonstrate a high 
standard in Health and Safety policy and practice across the 
organisation. 

  To demonstrate our commitment to equality of opportunity as a 
provider of homes and as an employer.  

 To ensure that we deliver all of our services while ensuring the 
effective management of risk. 

Person requirements 
to fulfil the role 

 

Qualifications  Minimum of two GCSE’s including Maths and English 

Behaviours  The post holder must be able to demonstrate a commitment to and 
the ability to role model our values. 

Knowledge and Skills  Proven knowledge and understanding of the legislation relating to 
social housing, arrears management, welfare benefits and related 
issues, with an ability to apply that knowledge. 

 Proven knowledge and understanding of household maintenance 
issues 

 Excellent verbal and interpersonal skills with a strong customer focus 
and an ability to understand the needs and perceptions of clients, 
handling difficult situations sensitively and negotiating appropriate 
outcomes. 

 Be able to work as part of a team, taking a positive approach to 
resolving problems and providing support across all teams. 

 Be able to work under pressure, dealing with competing priorities and 
delivering results to tight deadlines. 

 Good IT skills. 

Experience  Experience of working in a customer services team, preferably within 
social housing.  

 Evidence of commitment to and delivery of high quality customer 
services and commitment to continuous improvement. 

Leadership  The post holder will have the ability to be an effective role model for 
Worthing Homes and to be able to develop productive working 
relationships.   

 
Note: All Worthing Homes employees are expected to be flexible in undertaking the duties and 
responsibilities attached to their role and may be asked to perform other duties, which reasonably 
correspond to the general character of their role and their level of responsibility. 
 
 


