Customer Support Executive
Job Title: Customer Support Executive
Department: Store Operations
Reports To: Store Leadership Team
Location: Store Derby 
Overview
As a Customer Support Executive, you are responsible for delivering an omnichannel 
customer experience, supporting customers in-store as well as through telephone, 
email, SMS, WhatsApp and digital channels.
You will proactively manage customer enquiries, provide guidance throughout the 
purchase journey and resolve queries with confidence, care and efficiency. Through 
every interaction, you will deliver a faff-free, memorable experience that builds trust, 
drives conversion and strengthens customer commitment to the cinch brand.
Working collaboratively with colleagues in store and across wider business functions, 
you will help ensure a consistent, efficient and high-quality customer experience 
regardless of how customers choose to engage with us.
Key Responsibilities
• Deliver an exceptional customer experience across all channels, aiming for firstcontact resolution wherever possible.
• Welcome and support customers throughout their in-store journey, from enquiry 
through to vehicle collection or returns.
• Manage customer enquiries, appointments and test drives proactively.
• Support customers with vehicle, finance and product-related queries.
• Use multiple systems and tools to manage customer interactions, 
appointments, documentation and finance applications.
• Act as an ambassador for cinch values.
• Collaborate closely with store colleagues, Customer Operations teams, Brokers 
and Funding Partners.
• Handle customer concerns and complaints professionally and effectively.
• Maintain accurate customer records and complete administrative tasks with a 
high degree of accuracy.
• Drive sales conversion opportunities through proactive customer engagement.
• Support delivery of store KPIs, including customer satisfaction, conversion, 
quality, telephony performance and efficiency.
• Ensure store presentation standards are maintained.
• Support vehicle collection and handover processes.
• Assist with day-to-day operational, administrative and compliance activities.
• Support the Store Leadership Team with additional business priorities.
• Support customers through cancellations and returns, identifying alternative 
solutions where possible.
Skills & Experience
Essential
• Proven track record of achieving customer service, sales and productivity 
targets.
• Experience delivering excellent customer experiences in a fast-paced 
environment.
• Strong communication and relationship-building skills.
• Excellent attention to detail.
• Problem-solving capability and customer-focused mindset.
Desirable
• Automotive industry experience.
• Experience using Zendesk.
• Contact centre or phone-based customer service experience.
• Experience in sales through service.
Person Specification
• Customer-obsessed and committed to delivering world-class service.
• Calm, engaging and adaptable communicator.
• Strong emotional intelligence.
• Excellent attention to detail.
• Natural problem solver with patience and empathy.
• Proactive with a positive, can-do attitude.
• Embraces and champions change.
• Confident operating in a fast-paced and sometimes ambiguous environment
