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Customer Experience & Quality Specialist
	Role Title
	Customer Experience & Quality Specialist 

	Date of drafting/ latest edits
	22/01/2026

	Reason for drafting/ editing
	New Role

	Author/ most recent changes made by
	Serina Harvey – Customer Experience Framework Manager

	Business
	Healix International

	Location
	HQ in Esher, Surrey, UK

	Function or Team 
	Customer Success 

	Grade
	Grade 4S

	Core Hours / Working Pattern
	Monday – Friday 08:00-16:00

	
Reporting Lines
	Direct Line Manager Job Title: Manager – Customer Experience Framework
Reporting lines: Head of Customer Success

This role requires the ability to navigate and collaborate within a matrix structure, working across multiple teams, functions, and stakeholders to achieve business objectives.  

	Direct Reports
	None

	 Committee Membership
	The role works closely with the Operations, Risk & L&D and requires regular attendance to collaboration meetings and workshops



Role purpose
The Customer Experience & Quality Specialist is responsible for overseeing customer complaints, conducting call and case audits, internal and client facing, and circulating/reviewing customer satisfaction surveys to assess and improve the quality of customer interactions. The role identifies trends, drives actionable insights, and supports continuous improvement to enhance customer outcomes and service standards.

Role responsibilities and deliverables
This position denotes the following essential responsibilities and deliverables:

Complaint Handling & Resolution
· Receive, log, and manage complaints from patients, clients, insurers, and partners across global regions working closely with Operations to ensure time sensitive outcomes for members
· In-depth review, investigation and analysis of complaints
· Ensure empathetic, and compliant responses in line with internal policies and external regulations.
· Coordinate with medical teams and claims coordinators to investigate and resolve complaints.
· Maintain a centralised complaints database for tracking and reporting.

Call & Case Audits
· Conduct structured call and case audits in line with internal quality frameworks, regulatory requirements, and individual client audit standards
· Complete client specific audits in accordance with agreed volumes, sampling methodologies, and SLA commitments
· Ensure audit activity is delivered accurately and within agreed timescales
· Prepare clear, evidence-based audit findings, quality scores, and insights suitable for internal and client-facing reviews
· Present audit outcomes, trends, and key learnings to clients in meetings, responding confidently to questions and feedback
· Track and manage audit deliverables to ensure all client audit requirements are met
· Identify client-specific risks, themes, and improvement opportunities arising from audit activities.
Customer Satisfaction & Voice of the Customer
· Review and analyse customer satisfaction surveys and feedback
· Identify key drivers of customer dissatisfaction and positive experience
· Translate customer feedback into actionable insights and improvement recommendations
Quality Improvements & Insights
· Produce regular quality, audit, and customer insight reports
· Share findings with operational teams, leaders, and stakeholders
· Contribute to continuous improvement initiatives, training updates, and process enhancements
· Support the development of maintenance of quality standards, audit frameworks, and guidance
Governance & Documentation
· Maintain accurate and timely documentation of complaints, audits and findings
· Ensure audit evidence and complaint records meet governance and compliance standards
· Support internal quality assurance reviews and assurance activities 
Collaboration & Professional Practice
· Work closely with operational teams, L&D, team managers, and stakeholders to support improvement actions
· Provide constructive feedback and recommendations to improve customer outcomes
· Act as a subject matter contact for quality, complaints, and customer experience matters


Required skills, knowledge and experience

This position requires:

Prior experience: 
· Proven experience in customer complaints handling, customer resolution, or dispute management
· Hands-on experience conducting call audits and case audits within quality or assurance frameworks
· Experience delivering client-specific audits and working to contractual audit volumes and SLAs
· Experience analysing customer feedback or satisfaction survey results
· Background working in a regulated or quality driven environment (insurance, financial services, contact centres)
· Experience identifying root causes, trends, and improvement opportunities from quality and complaint data
Technical acumen and knowledge: 
· Strong experience using CRM, complaint management, or case management systems
· Competence in using quality assurance tools, audit scorecards, and evidence-based assessment methods
· Ability to track and manage audit delivery against client SLAs and timelines
· Strong data handling skills, including use of excel or equivalent for tracking, analysis, and reporting
· Experience producing audit, quality, and customer insight reports for internal and client use
· Understanding of customer experience principles, quality standards, and compliance requirements 
Communication Skills: 
· Excellent written and verbal communication skills
· Ability to clearly explain audit findings, complaint outcomes, and quality insights to both internal stakeholders and external clients
· Confident presenting audit results and trends in client meetings
· Strong ability to deliver constructive, evidence-based feedback in a professional manner
· Skilled at handling sensitive conversations with customers, operational teams, and clients
Analytical & Problem-Solving Skills
· Strong analytical skills with the ability to interpret quality data, complaint trends, and customer feedback
· Ability to identify risks, themes, and root cause across multiple data sources
· Proactive mindset focused on continuous improvement and quality enhancement
Organisation, Delivery & Accountability
· Strong organisational skills with the ability to manage multiple audit streams and complaint cases concurrently
· Proven ability to meet deadlines and deliver work in line with SLA commitments
· High attention to detail and accuracy in documentation and reporting
· Strong sense of ownership and accountability for assigned deliverables
Organisation, Delivery & Accountability
· Ability to wok collaboratively with operational teams, L&D, managers, and client stakeholders
· Professional, objective, and consistent approach to quality assessment and complaint handling
· Willingness to challenge constructively and support positive change
· Openness to feedback and continuous development

Relevant qualifications
Professional qualification or formal training in customer service, customer experience, or complaints handling
Certification or accredited training in complaint resolution, management 
Qualification or structured training in quality assurance, audit, or quality management
Experience or certification aligned to regulated environments (Insurance, financial services, contact centres)
Experience with case management systems, advanced or intermediate qualifications in data analysis tools
Experience in stakeholder and client communication, or professional presentation skills
Experience within call and case audits is essential 

Group compliance requirements
There are various compliance requirements that all Healix group employees are required to abide by -
· Adhere to all internal policies and processes relating to regulatory or compliance requirements.
· Maintain confidentiality obligations during and after employment.
· Ensure compliance in relation to all regulatory obligations.
As well as:
· Complete all mandatory compliance training within the deadline provided.
· Comply with the obligation outlined in the Mobile and Home Working Policy.
· Comply with the Company’s information security and data protection policies.
 
The job holder may be required to attend further training/seminars/workshops and or gain accreditations in relation to the above compliance requirements, all of which will form part of the Key Performance Indicators (KPI’s) and Continuing Professional Development Plan (CPD) as appropriate for the role and the job holder.
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