
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  



  



 



 
 
 
 
 
 
 
 
 
 

YOUR IMPACT: 

To provide the primary contact point for all Nova Energy Call Centre customers, helping them to 
resolve account queries, providing information about services and taking or initiating action to 
provide the desired outcomes. 

 

                         REPORTS TO:  

           Call Centre Team Leader 
 

YOUR PRIMARY RESPONSIBILITIES INCLUDE: 
  

Customer 
Service 

 Receive customer enquiries and be available to receive customer 
enquiries when scheduled. By phone (primarily), fax, letter or face to 
face. 

 Meet or exceed customer needs. 
 Identify customer needs, take ownership of customer request to 

completion and ensure all follow up work is completed. 
 Carry out tasks in an effective and efficient manner. Ensure that the 

customer is always provided with high quality, accurate information and 
that their expectations are met by using appropriate internal support 
resources in the most effective way. 

 Manage calls and complete customer requests with a right first time 
approach, so that customer only needs to make one request to achieve 
the desired outcomes. 

 Meet commitments given and ensure all documentation is complete and 
thorough. 

 Follow the company policies and the desired customer service 
behaviours to ensure high levels of customer satisfaction. 

 Carry out credit management action in a courteous and constructive 
way. 

 Make recommendations for ways in which customer service, quality or 
efficiency could be improved. 

 
QUALIFICATION: MINIMUM REQUIREMENTS 

 School Certificate / NCEA Level 1 English and Maths (or equivalent) desired 

 
Customer 
Care Agent 
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