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MAIN PURPOSE OF JOB

The Regional Operations Controller is responsible for supporting the effective delivery of Wastekit service operations by coordinating customer requests, engineer schedules, service administration and internal communication. This role ensures that customer enquiries and service calls are handled accurately, professionally and within agreed timescales, while supporting the smooth delivery of both planned and reactive service work. Working closely with the Service Desk Manager, Field Service Supervisors, Service Engineers and wider internal teams, the role helps maintain service standards, manage customer expectations, escalate issues where required and ensure that operational information is recorded clearly and consistently.

KEY TASKS

Receive, record and respond to incoming customer enquiries, ensuring that calls and requests are handled professionally and resolved directly where appropriate.

Provide a high standard of support to both internal and external customers, liaising with colleagues across the business to ensure customer requirements are understood and progressed effectively.

Work with Field Service Supervisors to plan and coordinate the day-to-day workload of designated Service Engineers, using the scheduling system or manually routing visits where required.

Create, update and schedule service visits in response to customer requests, ensuring appointments are allocated to engineers in a timely manner and customers are kept informed of progress.

Schedule logged service calls in line with individual customer service level agreements and operational priorities.

Clear down completed engineer routes accurately, including the entry of callout charges, labour charges and replacement parts charges where applicable.

Prepare repair quotations and issue them to customers in accordance with their requirements, maintaining accurate and organised records of quotations, acceptances and related correspondence.

Support Key Account administration by logging work, updating records and reporting on work completed or due to be completed, including the use of customer contractor portals where required.

Support Service Engineers by arranging the order of materials, parts and equipment from external suppliers, ensuring requirements are progressed promptly and accurately.

File and process paperwork received from Service Engineers, to support accurate job completion, charging and invoicing activity.

Maintain awareness of company procedures and ensure that all work is carried out in line with agreed processes, standards and responsibilities.

Handle business, customer and colleague information with appropriate confidentiality, discretion and professionalism at all times.

Attend training courses, briefings and development activities as agreed with the Service Desk Manager or wider business.

Carry out any other reasonable duties that support the effective operation of the Wastekit service function.


HEALTH & SAFETY RESPONSIBILITIES

Carry out all duties and activities in accordance with agreed company procedures, safe working practices and any relevant health and safety requirements.

Report any defects in equipment, systems, safety equipment or protective clothing immediately through the correct channels.

Maintain a clean, tidy and safe working environment, whether working on site, in an office location or remotely.

Report accidents, incidents, hazards or near misses promptly in accordance with company reporting procedures.

Support the identification and reduction of workplace hazards by suggesting practical improvements where risks are identified.

Co-operate fully with accident and incident investigations to help identify root causes and prevent recurrence.

Take personal responsibility for your own safety and contribute to the safety and wellbeing of colleagues, customers and visitors.

Set a positive personal example by following safe working practices and encouraging others to do the same.









SKILLS AND KNOWLEDGE REQUIRED TO PERFORM THIS ROLE

Strong communication skills, with a professional and confident telephone manner.

Ability to deliver high standards of customer care when dealing with internal and external customers.

Good working knowledge of the computer systems, platforms and processes required to complete the role effectively.

Ability to schedule work efficiently, balancing customer requirements, engineer availability, service priorities and cost effectiveness.

Ability to work accurately under pressure and meet agreed deadlines.

Understanding of company procedures, customer requirements and policies relevant to the service administration function.

