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Customer Service Relationship Manager / Customer Service Field Manager
Reports to Head of Customer Service

Main purpose 
To support the business in maintaining high levels of customer satisfaction  throughout the customer journey. To proactively manage projects and dissatisfied customers through to resolution to enhance the company reputation whilst being conscious of costs. Provide industry knowledge and support to the customer services team to achieve the right resolution for our customers. 

Main Duties 
· Ensure compliance with company Health and Safety procedures;
· Proactivly engage and work with the NHBC to resolve resolution and insurance claims through to completion. 
· Meet with customers face to face and manage customer snagging and defects through to completion inline with the New Homes Quality Code
· Provide feedback reports to Head of Customer Services on common defects, poor performance detail and poor supply chain performance;
· Contribute to the departments targets and objectives as defined and agreed.
· Prepare and issue detailed inspection reports with photos in a timely manner
· Supporting with improvement plan for the 5 star customer satisfaction status inline with the new combined HBF rating
· Liaison with other departments, such as construction, sales, technical and commercial to achieve the right resolution for our customers.
· Involvement in the handover of common spaces to management companies
· Support with Housing Assiosation relationships, by attending 12 month inspections and monitoring completion of issues within agreed timescales
· Work with contractors, monitoring their progress of defects, signing off completion fo works to ensure repairs are completed to a high standard and meet NHBC requuirements. 

This job description is not a definitive list of duties.  It provides an outline of Key Performance 
Indicators required for this position. The job holder may be asked to undertake other duties to meet
business requirements.


Registered Company Name:
Tilia Homes Limited
Registered Office: One St. Peter's Square, Manchester, M2 3DE
Registered in England No. 775505
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