JOB DESCRIPTION

Job Title:


Customer Relations Officer
Reporting to:


Financial Controller
Job Location:
Thames Travel (Wallingford Ltd), Wyndham House, Lester Way, Hithercroft Industrial Estate, Wallingford, Oxon, OX10 9TD. Occasional travelling to other depots maybe required.
Main Purpose of Job:
To deal satisfactorily with customer demands.          

Duties:
To answer queries and complaints by telephone, in person, letter, or email.
To ensure that all e-mail communications are responded to within a timely fashion.
To respond clearly and concisely in writing to customer requests where necessary, using a style appropriate to the method of communication
To collect, collate and ensure completeness of information from customer complaints to allow thorough investigation to take place and to take ownership of the complaint from first notification to conclusion.
Use own initiative when dealing with queries and complaints but able to recognise when a matter needs to be brought to a manager’s attention.

Ensure relevant people are informed of information/complaints received in strict adherence to Company policies.


Prompt and accurate completion of databases.

Calculate and process refunds.

Issuing travel tickets, staff travel passes and administering on-line sales of paper tickets and “key” smartcards. To resolve queries relating to all types of tickets.
To carry out reception duties and operate the Lost Property system.

General administrative tasks

Any other reasonable duties.                               

Performance Measures:
Number of workings days to respond to customers.

Number of customer communications made to Company standard.
Accounts balance and audit trail complete.

Working Conditions:
Office based with customer facing.  

Economic Conditions:
Salary £19000 per annum.

Monday to Friday 9am and 5pm with half hour paid lunch.
You may be asked to work such paid overtime as the needs of the business may require, and it is a condition of employment that you comply with such reasonable requests to work. 

Free bus travel, stakeholder pension, 28 days holiday (including bank holidays).

Company Content:
Thames Travel is part of the Go-Ahead Group plc, which is one of the major public transport operators in the country.  Thames Travel has a workforce of approximately 95 and operates 48 buses  
Closing Date for completed applications – 17th February 2012
Please send completed application forms to:
Human Resources, Thames Travel, Wyndham House, Lester Way, 

Wallingford, Oxfordshire, OX10 9TD

