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JOB TITLE CLIENT SERVICES OFFICER
REPORTS TO BUSINESS SUPPORT MANAGER
POSITION TERMS Permanent Full-time
HOURS 40 + any additional hours required
Accrued 1 day - Flexi Time per month (to be taken as needed)
PAY TYPE Hourly

Role Purpose

The Client Services Officer (CSO) safeguards Need Trade Services’ service delivery standards through disciplined coordination, assertive, professional
communication, and unwavering adherence to company processes. The CSO is the primary liaison between clients, site representatives, stakeholders
and internal teams, ensuring reliable outcomes that do not compromise documented procedures, QHSE requirements, scheduling frameworks, or data
integrity.

All actions and commitments must align with Need Trade Services’ internal procedures, workflows, and service standards, while maintaining awareness
of individual client requirements and contractual obligations — without compromising company processes or operational integrity.

The CSO also provides strategic and operational support to the Business Support Manager, contributing to projects, policy and process development,
quality initiatives, compliance activities, and continuous improvement across the organisation.

Key Accountabilities

1) Client & Stakeholder Communication

e Act as the primary contact, providing prompt and professional support for all inquiries.
e Ensure all responses and commitments conform to internal processes; do not accept non-compliant instructions.
e Maintain complete, accurate records of all communication to support compliance, auditability, and reporting.

2) Operational Coordination & Scheduling

e Allocate and schedule work strictly in line with internal workflows, technician skills/capacity, resource availability, and client KPI requirements.
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Use system tools, reports, and geo-location data to optimise productivity and preserve schedule stability.
Request and verify valid work orders and purchase orders before scheduling.
Record status changes, progress notes, and updates in real time; maintain visibility across job sub-statuses.

3) Performance, KPI & System Compliance

Support achievement of KPIs (e.g., chargeable hours, response times, scheduling accuracy, data integrity).
Proactively identify performance gaps and escalate risks or constraints impacting delivery.
Ensure records are complete and compliant for billing, reporting, and audit.

4) Support to Business Support Manager

Provide professional support across strategic projects, operational improvements, QHSE Review & Management.
Execute tasks with accuracy, timeliness, confidentiality, and ownership.

5) Client Onboarding

Execute onboarding vetting strictly per the Client Onboarding Policy & Procedure.

Validate all client information and communicate internally to Business Unit Management for approval.
Uphold procedural compliance regardless of urgency.

Conduct New Client Entry at request of Business Support Manager/Business Unit Managers

6) Continuous Improvement

Identify gaps/inefficiencies; submit structured recommendations for systems or workflow improvements.
Participate actively in service refinement and innovation initiatives led by the Business Support Manager.
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7) Compliance, Safety & Risk

e Adhere to QHSE procedures, reporting requirements, and internal safety protocols.
¢ Maintain accurate plant & equipment check-in records in DoneSafe; (swipe cards/site keys, Hot Water System Plant)

Functions of The Role

Communication Management
Work Order Submissions

e Prioritise and enter all reactive Priority 1 (P1) and Priority 2 (P2) work orders daily.

e Enter all non-urgent work orders within the response timeframes specified by clients.

e Respond to all client and internal communications within the required Work/Purchase Order specified timeframes.
e Direct communications to the appropriate internal employees and ensure alignment with correct workflows.

e File and store all email communications in the relevant folders for future reference and audit purposes.

e Set an auto-reply’s daily or as required during public holidays and company shutdowns.

Phone/Technology Support

e Direct phone communications appropriately within the team and align with workflow requirements.
e Update the On-Call Technician’s contact number weekly and as required.
e Monitor and manage the voicemail inbox to ensure timely responses and message resolution.

Client Management

e At the direction of the Business Support Manager onboard new clients in accordance with company processes and manager approvals.
e Ensure all required client information is collected and verified as per the procedure.
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Accurately enter client data into relevant systems, ensuring all internal processes are followed and appropriate records are maintained.
Notify relevant internal stakeholders of new client onboarding to ensure alignment across teams.

Support updates to existing client records in line with procedural requirements.

Manage client portals and databases, ensuring timely closure of active work in line with procedure

Scheduling

Coordinate the scheduling of reactive, planned, and project works in line with internal procedures and KPI requirements.
Manage scheduling tasks using system reports and internal tools to ensure timely allocation of work.

Follow client-specific scheduling processes and Service Level Agreements (SLAs), where applicable.

Vet work requests with support from Business Unit Coordinators, where required.

Schedule work only upon receipt of a valid work order.

Liaise with clients to obtain work orders and purchase orders as required.

Optimise technician routes using geo-location tools to meet logistical commitments.

Use the Skills Matrix and Technician Matrix to allocate tasks aligned with technician skillsets.

Collaborate with Business Unit (BU) Coordinators on scheduling for quotes, projects, and coverage of vacancies.

Coordinate with field technicians to arrange return visits for incomplete or follow-up tasks.

Ensure all communications, client updates, and changes related to scheduling are accurately recorded in the task system.
Assign correct sub-statuses to tasks to support workflow visibility and reporting accuracy.

Schedule works involving plant or equipment based on availability; confirm availability through QHSE system check-out records.
Enter absences (trade-school, leave, RDO’s & meetings) as required into job management calendar

Form proactive solutions to issues and challenges that arise

Utilise dynamic and critical thinking to make sound decisions that reflect the values and commitments set by Need Trade Services for all
scheduling processes.

Periodical Management

Collaborate with BU Coordinators to create and maintain templates for approved periodical maintenance works.
Work with the Accounts Coordinator to clarify invoice-only tasks, including payment cycles and pricing requirements.




(

Need

» Trade

Services

Follow up to ensure work orders are received before work is scheduled or completed for invoice-only arrangements.

Meetings

Minute Take at the Weekly Managers meeting, ensuring confidentiality and accurate record keeping.
Attend any team meetings and/or 1-on-1’s, contributing to ideas, risk awareness & innovation.
Collaborate with BU Coordinators and Managers on scheduling needs, workload updates, and staffing requirements.

Complaints & Resolution

Direct complaints to the appropriate Business Support Personnel.

Resolve scheduling-related complaints professionally and in accordance with the Quality Management System in collaboration with Business
Support Personnel.

Escalate unresolved or complex scheduling complaints to the Business Support Manager or appropriate authority.

Under direction of the Business Support Manager, assist with any quality related issues, ensuring the correct process is being followed as per the

Quality Management System

QHSE / Safety Responsibilities

Provide collaborative support to the Business Support Manager in conducting incident investigations, including the collection and
documentation of relevant information, coordinating statements, and assisting with follow-up actions.

Assist with the implementation and monitoring of Return to Work (RTW) processes, regarding scheduling capacity.

Monitor incoming communication (emails, phone calls) related to safety and escalate urgent matters in line with internal procedures to Business
Support Manager or other designated personnel.

Promote and maintain a proactive safety culture by following safe practices in all administrative and scheduling duties, especially in relation to
technician assignments and risk-based scheduling considerations.

Attend toolbox talks, safety briefings, or QHSE-related meetings as directed.

Ensure privacy and confidentiality are upheld in all safety-related matters.
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Manage the Unsafe Site process within DoneSafe & Aroflo Job Management System to ensure all correct data is input for the safety of
employees.

Communicate Unsafe Site concerns to the Business Support Manager to ensure clients are aware of restrictions, corrective actions or barred
sites.

Collaborate with the Business Support Manager in relation to policy drafting/amending to align with company requirements and processes.
Conduct Site Permit Requests via client portals as required.

People

Conduct aspects of internal marketing processes i.e. Internal Newsletter, Employee Feedback updates, Milestone notifications etc.

Essential Skills & Experience

Demonstrated experience in structured customer service, coordination, or operational support roles, ideally within field service, facilities,
property, or compliance-driven environments where adherence to fixed workflows and non-negotiable processes is required.

Exceptional written and verbal communication skills, with the ability to engage assertively and professionally with clients, technicians, managers,
and internal stakeholders, ensuring all communication aligns with required workflows and SLAs.

Proven capability in complex scheduling, multi-step task management, and priority assessment, including the ability to manage outstanding,
pending, overdue, and escalated tasks in accordance with defined operational rules and reporting requirements.

Strong problem-solving and critical-thinking skills, with the ability to ask appropriate screening questions, apply basic troubleshooting, validate
client information, and escalate constraints in line with documented procedures.

Demonstrated ability to meet deadlines, SLAs, KPIs, and performance targets within a high-volume, high-accountability workflow environment.
Competence using field service, scheduling, or business systems (e.g., AroFlo, Employment Hero, DoneSafe, Microsoft 365) with the ability to
maintain high-quality notes, statuses, and records essential for reporting, billing, compliance, and audit.

Ability to understand, interpret, and communicate technical or trade-related information to support correct scheduling decisions and technician
allocation.

Experience upholding process boundaries, maintaining service excellence without compromising internal procedures, contractual requirements,
or scheduling frameworks.
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Key Attributes

e High standards of professionalism, integrity, and personal accountability, with a strong commitment to following internal processes, QHSE
requirements, and approved workflows.

e Process-driven mindset with disciplined adherence to scheduling rules, task-management expectations, escalation pathways, and data-integrity
requirements.

e Assertive communicator capable of upholding internal expectations, managing client pressure appropriately, and preventing non-compliant
requests from disrupting established processes.

e Strong attention to detail and commitment to quality, accuracy, and procedural consistency across all communications, work orders, and
documentation.

e Solutions-focused and proactive in identifying workflow gaps, inefficiencies, risks, or safety concerns and escalating them appropriately.

e Ability to maintain objectivity and emotional detachment in pressured or complex situations, including scheduling conflicts, overdue tasks, or

resourcing limitations.
e Collaborative team member who contributes to structured workflows, cross-team coordination, and consistent operational performance.

Qualifications & Licences

e Qualification in business administration, customer service, operations, or a related field (desirable).
e Class C Driver’s Licence (desirable but not essential).




