Job Description

EXPLORE!

Job Title: Customer Relations Executive Team: Customer Relations

Reports to: Customer Relations Manager Reporting in: N/A

Temporary position - Maternity Cover
Role Summary and Job Purpose:

The Customer Relations Executive is responsible for ensuring that customer correspondence is dealt with
swiftly and efficiently in accordance with company procedures and industry deadlines in addition to providing
support to customers with their insurance claims, flight delays and lost property. A desire to provide world-
class customer service and an ability to communicate both verbally and in writing to a very high standard is
essential. The Customer Relations Executive must be sympathetic to customers and their needs, proactive
and willing to turn their hand to any task.

Key Responsibilities:

e Undertaking the investigation of any tour complaints or feedback both positive and negative — submitted
directly or through Feefo or social media platforms — liaise with the relevant staff and suppliers and
resolve customer concerns within set time limits.

e Making and receiving phone calls to/from customers and assisting them with any post-trip concerns,
feedback or enquiries.

e Maintaining a high level First Contact Resolution rate — providing the best response and getting it right
during first contact with the customer.

e Being proactive when complaints are received, identifying underlying trends and working with key
stakeholders to prevent recurrence.

e Assisting customers with lost property claims or flight delay issues and insurance supporting documents
where required.

e To actively monitor logs and complete tasks from other areas of the business that require Customer
Relations’ intervention or guidance.

e Careful administration of customer letters and e-mails, ensuring relevant files are kept up-to-date.

e Assisting with the preparation of monthly reports and complaints analysis if required.

e Ensuring the customer is kept at the heart of all assigned responsibilities and to provide personalised
customer service of the highest level at all times.

e Using sound judgement to manage difficult customer situations.

e Responding promptly to the needs of each customer & solicit feedback to help continually improve the
level of service provided.

e Being a member of a motivated team and take an active role in engendering a positive, energetic and
customer-focused working environment.

e Being flexible and willing to help out with any other area of the business as necessary.

e Being a member of the Crisis Management team in the event of a major incident (optional).
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EXPLORE! Person Specification

Skills and Experience:

Essential Desirable

Demonstrate an excellent, grammatically correct, writing ability v

Strong telephone communication skills with the ability to negotiate and
influence at all levels

Focus on accuracy and quality with an excellent attention to detail

Good analytical skills with the ability to effectively problem solve

Ability to treat people with respect under all circumstances, instil trust
and uphold the values of the business

Ability to multi-task through effective planning, prioritising and organising
of workload

Ability to adapt to change, meet the changing demands of the work
environment as well as other unexpected demands

Previous experience in a busy Customer Relations or Service role
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Good working knowledge of the Microsoft Office package

Experience of relationship management with suppliers

Previous travel industry experience

Working knowledge of consumer law and travel legislation v

Explore reserves the right to vary your tasks, duties and responsibilities at any time and from time to time
according to the needs of the Company’s business. However, you will not be assigned to duties or required to
perform services which you cannot reasonably perform or which are outside the range of your normal skills
and experience. There will also be times when you may be asked to transfer, either temporarily or
permanently, to an alternative job within the Company. Where this is agreed with you, either on a temporary
or a permanent basis, it will be confirmed to you in writing.

Date of Description: 24 October 2019
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