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Position Profile: Customer Engagement Representative
	Position:
	Customer Engagement Representative  

	Team:
	Customer Engagement Team

	Org unit:
	Marketing and Communications

	Reporting manager:
	Customer Engagement Manager

	Industrial coverage:
	#

	Position number:
	#	

	ANZSCO code:
	#

	AON code:
	#

	Approval status
	[bookmark: _GoBack]Final

	Date reviewed:
	29/08/2025


Organisation purpose
A different brilliant® - understanding, engaging and celebrating the strengths, aspirations and interests of people on the autism spectrum.
Vision:	The best opportunities for people on the autism spectrum.
Mission:	We work with people of all ages on the autism spectrum, delivering evidence-informed solutions that are person-centred, family-focussed, and customer-driven.
Values:	We are passionate about people, about being positive, and about what’s possible.
Team purpose
The Customer Engagement Team is often the first point of contact for people looking to engage with Aspect. The team provides timely, positive customer service and administrative support across the organisation and via a number of contact points including, face-to-face, website, social media, telephone, and e-mail.
Position purpose
To provide timely, positive, high quality and professional customer service on behalf of Aspect. You will undertake a basic assessment of customer needs to advise on process and/or refer them to the appropriate Aspect services.
Key accountabilities
Customer Service 
· Attend to all customer enquiries ensuring a professional and confidential approach is undertaken at all times
· Deliver quality customer services to internal and external customers and create a positive first impression of Aspect 
· Follow standard operating procedures and undertake an initial basic assessment of client needs to ensure referral to appropriate Aspect services.
· Communicate and coordinate customer responses with internal business units
· Handle emergency and stressful situations professionally
· Continually seek and adopt best practice customer service strategies 

Knowledge and information of services and support
· Maintain up to date and accurate knowledge about Aspect services for professional and reliable response to all enquiries
· Maintain electronic resources and information about Aspect services to enable prompt and professional responses to customer enquiries
· Develop and maintain positive relationships with internal teams to ensure service information is up-to-date and accurate

Systems and administration
· Update, manage and navigate client information in Aspect customer relationship databases (Salesforce,)
· Update client information as made available and communicate changes to relevant departments. Work collaboratively across other customer facing Aspect services. 
· Undertake project work or other duties as directed.

Success Measures
· Positive feedback from internal and external customers
· Implement improvements based on Net Promoter Score (NPS) feedback to enhance customer experience
· Clear, articulate and concise communications
· Relevant enquiries are responded to within 24 hours
· Customer requests are followed through and provided with accurate information
· Demonstrate technical knowledge and application of Aspect systems
· Customer records are up-to-date and accurate
Team culture and development
· Contribute to and promote a team culture of continuous improvement and high performance.
Safeguarding the people we support
Aspect is committed to providing an environment free from abuse, neglect and exploitation of the people we support. Staff are expected to:
· follow safeguarding guidelines as outlined in Aspect’s Safeguarding the People We Support policy and Code of Conduct.  
· complete mandatory Code of Conduct training and implement into day to day operations and practice.
· be vigilant and maintain a heightened sensitivity to recognising signs of abuse, neglect or exploitation and escalate/report those signs/concerns.
· escalate/report other staff practices which deviate from policy/procedure.
Work health and safety
All staff are required to:
· take reasonable care for their own health and safety.
· comply, so far as the worker is reasonably able, with any reasonable instruction that is given by the person conducting the business or undertaking to allow the person to comply with legislative requirements.
· report unsafe conditions or practices, and make suggestions to their manager on improving work, health & safety at Aspect.
· participate in the staff consultation process about work health & safety matters.
· understand and adhere to Aspect’s Code of Conduct.
Essential requirements
· Minimum 3 years’ experience in customer service or administration
· Previous experience in disability sector and an understanding of the NDIS preferred
· Demonstrated ability using a customer relationship management database (Salesforce experience an advantage)
· Excellent verbal and written communication – with a focus on concise and effective communication with a positive, professional and respectful tone
· Attention to detail & high level of accuracy.
· Experience handling difficult and sensitive situations.
· Experience handling large volumes of enquires.
· Understanding of the not for profit sector and issues related to service delivery in increasingly competitive environments
· Completion of NDIS Worker Orientation Module
· Working with Children Check clearance (NSW)
· National Police Clearance
Functional capacity requirements
Frequency refers to an approximate percentage of time in a typical shift or period on duty:
Rarely: Up to 7%	Occasionally: 8% to 33%	Often: 34% to 66%	Continuously: More than 66%
	Requirement
	Frequency

	Resilience to time pressure/workload
	Often

	Sitting 
	Continuously

	Standing, walking 
	Occasionally

	Pulling, pushing, lifting <5kg, reaching, carrying
	Rarely

	Fine motor skills – keyboarding, writing
	Continuously
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