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	Position title:
	Customer Compliance Officer

	Reports to:	Customer Compliance Team Leader



Business unit:	Corporate Affairs, Customer and Strategy Group
Employment category:	Enterprise Agreement – Pay point 10-14

About CitiPower and Powercor
As electricity distribution companies we provide safe, reliable and affordable power to 1.3 million Victorian customers. We use our network of poles, wires and infrastructure to bring power to homes and businesses across almost 65% of Victoria — that’s more than 120,000 kilometres of wires and 850,000 poles.
But we do so much more than manage poles and wires. We’re also the gateway to a clean energy future, dedicated to finding solutions and harnessing new technology to benefit our customers, communities and the environment. This includes industry leading projects in community batteries, demand management, smart charging for electric vehicles (EVs) and microgrids.
And as more customers choose solar, batteries, EVs and smart appliances — the electricity system is becoming increasingly complex, and so too is the level of innovation required to manage it.
About the Corporate Affairs, Strategy and Customer Group team you’ll be part of
The Corporate Affairs, Customer and Strategy Group team collaboratively support the key programs of work underpinning our organisational vision and priorities. The team specialise in delivering strategic initiatives and operational improvements that enhance our customer experience, drive stakeholder engagement and uphold the reputation of our three distribution networks through a diverse range of functions including customer connections and service, internal and external communications, stakeholder management, media relations, marketing, brand, digital innovation, change management.
Our core values
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Purpose of the position
The Customer Compliance Officer is a contributor to the success of meeting the Asset Maintenance responsibilities of the Customer Services Group. The role will achieve this by providing professional administrative and customer support in the preparation, issuing and close-out of Customer Installation Defects and Private Overhead Electric Line defects. 
There will be detailed customer liaison and negotiation to ensure Powercor’s legal and regulatory obligations are met.
The need is to understand and apply policies, procedures, work instructions and standards for Private Overhead Electric Lines, Customer Installation Defects, and general customer enquiries related to Powercor assets.
Your key responsibilities
Customer Compliance Processes
Prepare, register and issue formal notices to customers and co-ordinate associated activities in accordance with policies, procedures and standards
Monitor the progress of outstanding defects and provide performance reports and initiate follow-up actions to ensure compliance
Coordinate the disconnection and reconnection of POELs identified as having hazardous defects, as well as defects assessed as urgent fire risks during Total Fire Ban days.
Customer Service
Provide advice and assistance to customers, including Registered Electrical Contractors (REC) regarding required actions to ensure compliance with policies, regulations, standards, etc.
Utilise interpersonal skills to effectively deal with a variety of customers and RECs to ensure customer satisfaction
Negotiate win/win solutions with irate customers or escalate the matter to the appropriate levels to resolve disputes
Provide or co-ordinate the provision of technical advice regarding asset ownership, point of supply or other related enquiries
Document conversations with customers, Property Managers and RECs to ensure full details are available as required
Liaison with internal and external service providers
Liaise with appropriate internal and external groups to co-ordinate service pit installations and service truck appointments to meet customer needs
Liaise with Energy Safe Victoria where customers seek exemptions from regulations or for advice to address non-compliant installations
Prepare required documentation for submission and follow-up reports as required


Data Management
Accurately input data and update systems (SAP, CIS O/V, OMS/TCE, eConnect etc) in a timely manner to ensure information is current
Audit data for errors on a regular basis and take remedial action
Analyse data and provide input for continual improvement of the processes and systems 
Maintain systems to file notices, reports etc for correspondence sent and received
Program Support
Work closely with the Team Leader and other personnel
Undertake activities in line with program management principles, document processes and support change implementation
Provide input/assistance on compliance matters to ensure all policy, regulatory and other obligations are met
What you’ll bring to the business
Education / Qualifications:
VCE or equivalent or relevant electrical industry experience and/or demonstrated work experience in a similar type role
Knowledge:
Knowledge of distribution & customer assets, design and construction
Training in program management techniques and principles
Work programming and monitoring
Customer, contractor and other liaison, negotiation and management
Ability to utilise SAP as an effective asset management and reporting tool
Excellent customer service skills
Experience:
Previous experience in processing high work volumes and meeting tight deadlines
Comprehensive Customer Service experience preferably working in a technical related discipline


The skills and competencies you’ll have
‘Thought’ competencies 
Ensures Accountability: Takes ownership of tasks and decisions
Quality of Work: Demonstrates attention to detail and critical thinking to deliver compliant results
Customer Focus: Builds strong customer relationships and delivers customer-centric solutions
‘Result’ competencies 
Effective Workload and Priority Management: Plans, prioritises and manages workload to meet deadlines and competing demands
Resourcefulness: Demonstrates initiative and problem-solving skills by using available resources effectively
Optimises Work Processes: Uses effective and efficient processes to achieve outcomes, with a focus on continuous improvement
‘People’ competencies 
Collaborates: Builds partnerships and works collaboratively with others to meet shared objectives
Communicates Effectively: Develops and delivers multi-mode communications that clearly address the needs of different audiences
Builds Relationships: Establishes and maintains positive, professional relationships with stakeholders
‘Self’ competencies 
Situational Adaptability: Adapts approach and demeanour in real time to match the shifting demands of different situations
Manages Ambiguity: Operates effectively when information is uncertain or the way forward is unclear
Instils Trust: Gains the confidence and trust of others through honesty, integrity and authenticity
Other relevant information
A pre-employment medical/physical assessment may be required
Availability duty will be required 
Travel to other work locations/sites may be required
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