	

	Domino’s Pizza UK & Ireland | Job Description

	


[image: ]
	[bookmark: _Hlk138085834] JOB DETAILS

	Job Title
	Customer Care Advisor (Step-Up)


	Function / Department
	Customer Care

	Location
	Milton Keynes

	Reporting To
	David Graystonrole title

	Date
	20 April 2026




	[bookmark: _Hlk138086315]JOB PURPOSE & RESPONSIBILITIES

	Job Purpose:
To provide a consistently high standard of customer support across phone, email and digital channels, resolving routine and more complex enquiries at first point of contact wherever possible. The role supports the wider Customer Care team by taking ownership of triage of cases,  of escalations from Customer Advisors, coaching on everyday queries and ensuring customer issues are progressed accurately, compliantly and within agreed service levels.


	Key Responsibilities/Job Tasks:
· Handle customer contacts across phone, email and digital channels, delivering a friendly, professional and solution-focused service.
· Resolve a broad range of enquiries (e.g., orders, deliveries, returns, product queries, complaints) using defined procedures, systems and knowledge base articles.
· Triage incoming cases and assign workload across the team.
· Take ownership of escalated or more complex cases from Customer Advisors, investigating issues, liaising with internal teams and keeping the customer updated until resolution.
· Provide day-to-day support to new starters and Customer Advisors by sharing knowledge, answering “how to” questions and demonstrating best practice customer conversations.
· Provide on the job training to new team members.
· Maintain accurate and timely records in CRM/ticketing systems, including clear notes, agreed actions and outcomes.
· Work to agreed service levels and quality standards (e.g., response times, first contact resolution, customer satisfaction), balancing speed with accuracy.
· Handle complaints in line with policy, using empathy and clear communication, and escalating appropriately where risk, safeguarding, or regulatory concerns apply.
· Liaise with relevant internal teams (e.g., Operations, IT, CRM, Legal, Marketing) to progress customer issues and share feedback on recurring problems.
· Identify trends in customer contacts and contribute to updates to FAQs/knowledge articles and improvements to team processes.
· Support team management in delivery of projects.
· Deputise in manager’s absence as required.

	Financial Scope/Operating Budget/Revenue (P&L) (If Applicable) n/a
PleaN/Ase complete if this job has financial responsibility?
c. N/A



The following sections consist mainly of a series of questions related to specific skills/job requirements.  You should focus on the role rather than the individual when considering the most appropriate answer and should base the response on what you consider to be the normal features of the job which are typical of the job and its usual working conditions over the year.

	SKILLS & JOB REQUIREMENTS

	Strategic Responsibility
Please provide details of the level of responsibility the role has for setting strategy: (Please indicate if a role has accountability for setting or inputting into a specific strategy e.g., a Functional Strategy, please confirm if it is Significant)

This role has no accountability for setting strategy. It contributes by feeding back recurring customer issues, common failure points and improvement suggestions to the Team Leader/Manager and relevant departments.


	Business Knowledge
Please provide details of how much business knowledge the role requires as a minimum requirement i.e. how much internal knowledge of the business is required, and how much if any external commercial awareness is required? Which teams does the role work closely with?
Good understanding of the company’s products/services, customer policies (including complaints, refunds and goodwill), and the end-to-end order/service journey. Working knowledge of CRM/ticketing tools and internal systems. The role works closely with Customer Advisors, the Team Leader/Manager, and regularly liaises with Operations/Logistics and Finance to resolve queries.


	Problem solving
Please provide details of how the role resolves problems/issues on a daily basis: e.g. Does the role use straightforward common sense? Does the role make straight forward judgements and is guided by precedents? Does the role evaluate multiple sources of information in complex or novel situations?

Resolves most issues by applying guidance, policies and precedent, using sound judgement and customer focus. For less routine cases, the role gathers information from the customer and internal systems, considers options (e.g., replacement/refund/repair/escalation), and agrees the next step within authority limits, escalating where required. The role holder also reviews team data to identify trends and propose improvement solutions.


	Decision making
What level of decision making is required of the role and on what decisions does it impact? E.g. there is little requirement for decision making in the role, or role makes decisions within defined procedures, or role makes decisions outside of established procedures but within a policy framework, or role makes decisions within broad business guidelines where there are few or no policies available.
Makes day-to-day decisions within defined procedures and agreed authority levels (e.g., prioritising cases, selecting the most appropriate resolution option, applying standard goodwill gestures where policy allows). Escalates decisions outside policy/authority (e.g., high-value claims, regulatory risk, repeated complaints) to the Team Leader/Manager.


	Communication
Please outline the type of communication skills required: e.g. is basic common courtesy required, or regular exchange of factual information, or are influencing or negotiation skills required as an essential requirement of the role?

Requires confident written and verbal communication to explain processes and resolutions clearly, handle objections, and de-escalate dissatisfied customers. Communicates accurate information to internal teams and supports Customer Advisors by explaining decisions and the “why” behind policies in a constructive way. 


	Innovation
To what extent does the role contribute to and manage change, e.g., suggest improvements to products/processes or contributes useful ideas or regularly recommends improvements on existing procedures and quality within own area, or develops/adapts new existing processes for increased quality/efficiency or continuously searches for improvements in techniques which add value to the business and has full responsibility and accountability for implementing these.

Actively suggests improvements to templates, FAQs and ways of working based on customer feedback and recurring contacts. May support small changes within the team (e.g., trialling a new response template) and shares learnings with the Team Leader/Manager, not accountable for large-scale change delivery. The role holder supports delivery of improvement projects in the team. 




Please summarise the levels of minimum education, knowledge, skills and experience this position requires (e.g., if you would be recruiting to fill this position, what aspects of background or knowledge would you expect a successful job applicant to have?)

Note: This may differ from the current job holder’s own skills and experience

	JOB SPECIFICATIONS

	Degree/Professional Qualification
	· GCSEs (or equivalent) including English and Maths; A-Levels (or equivalent) desirable.
· Customer service qualification or contact-centre/customer care training desirable (or willingness to complete internal training).


	Knowledge
	· Understanding of customer service principles and how to handle complaints fairly and consistently.
· Working knowledge of the company’s products/services, order/service journey and customer policies (returns, refunds, replacements and goodwill).
· Knowledge of CRM/ticketing systems and accurate record keeping; awareness of confidentiality and data protection requirements.


	Skills/Ability
	· Strong customer focus with the ability to remain calm, empathetic and professional under pressure.
· Clear written and verbal communication, including ability to explain outcomes and next steps simply and build effective working relationships with stakeholders across the business.
· Good problem-solving skills and 
· attention to detail, with ability to follow procedures and know when to escalate.
· Ability to manage a varied workload, prioritise effectively and meet response/closure targets.
· Confidence supporting and coaching others on routine queries and best practice ways of working.
· Analytical mindset and ability to identify trends
· Competent IT skills (Outlook/Office tools) and ability to learn new systems quickly.
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