	Role Title:  CX Aftercare Executive
	Reports to: CX Aftercare Team Leader

	Business Area: Operations 
	People BP: 

	Department: Customer Experience
	Location: Hook

	Reason for Evaluation: N/A

	Purpose of the role:
· To deliver a customer obsessed approach through every interaction ensuring the Customer gets a true understanding of the purpose of cinch.
· The role holder will achieve this through engaging Customer conversations and handling any Customer barriers to remain with cinch.

	Role Accountabilities:
· The role holder will have a passion for providing excellent service to Customers and be able to demonstrate and be proud of their success stories 
· Your core responsibility will be handling queries from our customers through email, calls and live chat.  This will be both outbound and inbound contact.
· You will be looking for ways to improve customer satisfaction by proactively managing Customer needs and highlighting opportunities for development.
· The role holder will be responsible of building trust with the customer by solving their problems quickly and efficiently. Influence and own the issue to ensure successful resolution whilst adhering to company guidelines. 


	Relationships: 
· As an executive in an exciting, transformational brand you’ll be one of the only touch points to our Customers.  Your ability to build relationships with those Customers and internal colleagues is vital to your success in your role.  
· The role holder will engage with the wider supply chain on a regular basis. They will be the main point of contact for anything vehicle issue or quality related when impacting a customer. 


	Knowledge and Experience:
· Proven track record of achieving and exceeding customer service and productivity KPIs
· Experience in Zendesk product solutions would be desirable.
· Experience in Conversational Commerce such as LivePerson would be desirable.
· Experience in both customer services & financial services would be desirable. 
· Proven ability to building strong working relationships 
· Experience in sales through service would be desirable
· Experience in the automotive industry 

Personal Characteristics
· Customer obsessed, determined to deliver world class service
· Calm, engaging but assertive personality to deliver a resolution
· Excellent attention to detail
· Confident in leading through ambiguity in a fast-paced environment
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