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POSITION DESCRIPTION 

Position: Early Resolution Officer July  2022 

Reporting to: Team Lead 

Position overview: The Operations and Experience team receives and resolves complaints between 
energy and water retailers and distributors and their customers. We are comprised 
of a Service Team (handling and resolving initial enquiries, referrals and complaints 
through phone, email, WebChat and direct outreach) and a Conciliation Team 
(resolving matters escalated by the Service Team through conciliation and 
investigations). We apply a fair and reasonable approach to all our work to ensure 
we are accessible, independent, fair, accountable, efficient and effective. 

This role is EWOV’s primary customer interfacing role responsible for all initial 
contact with our customers. The role is responsible for resolving customers issues 
through, referral and advice and the resolution of straightforward matters. This is 
done through phone, email, WebChat and SMS as well as through attendance at in-
person (and virtual) outreach events. 

Key Responsibilities 

 Contact centre: Efficiently and effectively manage customer enquiries concerning electricity, gas and water 

problems via multiple incoming channels in a customer experience focused, highly professional manner, in 

accordance with EWOV policy and procedures  

 Advice and support: Provide independent information and advice to customers about electricity, gas or water 

to assist them to resolve the matter with their relevant provider. Determine how a customer’s matter can be 

best handled and act accordingly as follows:  

 Provide advice and enable the customer to resolve the matter themselves by referring them back to 

their provider or referring/transferring them to a higher level contact at their provider  

 Refer/transfer the customer to another body if that entity can better assist them  

 Engage with the customer’s provider directly and work with both parties to resolve the matter 

 Escalate the matter to a staff member who can better deal with (or is already dealing with) the matter 

 Outreach: Attend in-person and virtual events across Victoria to provide direct support and advice to the 

Victorian community, with a focus on communities and individuals experiencing hardship, vulnerability and 

disadvantage 

 Manage early resolution cases: Use your people skills and energy and water complaint experience to 

facilitate the resolution of straightforward matters between customers and Members  

 Work with Members’ complaint resolution teams: Develop and maintain effective and positive working 

relationships with members operational teams  

 Teamwork, development and performance: Actively participate in development activities and work with the 

team to deliver efficient and effective services to customers and Members, ensure the achievement of 

individual and team KPIs and to ensure a collaborative, high performing, health and wellbeing focused team 
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 Records management: Input full details of each customer contact and subsequent actions on file directly into 

the case management system (Salesforce) and maintain high standards of data integrity  

 Systemic Issue awareness: Identify and notify the Systemic Issues and Policy Specialist and TL of potential 

systemic issues  

 Participate in agile Projects across EWOV: be involved with a range of projects and initiatives that introduce 

new (or improve existing) ways of working with customers, Members and staff to assist EWOV achieve its 

organisational goals; lead by example and live and demonstrate EWOV’s cultural values to support a positive, 

engaged and productive team environment 

 Through initiative and a flexible approach, undertake extra tasks as required 

 

Key selection criteria 

 Ability to work as part of a close knit and professional team in a way that supports and promotes EWOV’s 

cultural values and supports the achievement of organisational and strategic objectives  

 Advanced verbal and written communication skills, including highly developed interpersonal skills and high 

levels of composure and resilience 

 Highly developed open, analytical and lateral thinking and problem-solving skills and the ability to apply 

sound, independent judgement 

 Excellent attention to detail, time management and administration skills with the ability to assess, prioritise 

and complete set tasks in a timely way 

 Sound working knowledge, or ability to gain such knowledge, of the Victorian energy and water sectors, 

including detailed knowledge of the electricity, gas and water regulatory/legislative framework 

 Sustained performance in, resolving complaints in a predominantly phone-based environment 

 Relevant tertiary qualifications or demonstrated work experience 

 Previous experience with an Industry Ombudsman Scheme, or within another dispute resolution environment 

would be advantageous 

Additional information 

EWOV staff are bound by confidentiality requirements and must sign a confidentiality agreement upon 

commencement of employment. 

EWOV staff must not have any conflicts of interest in carrying out the role. 

Equal opportunity 

EWOV is an equal opportunity employer and promotes a safe and healthy, harassment free work place. 

 


