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	ASG

	Reports to
	Head of Customer Relations 

	Location
	Four More London (4ML)




Our Purpose
Working together to secure a thriving future for the railway and for the communities we serve 
Your Role 
Customer Relations and Corporate Affairs Coordinator

Your PurposeSupport the effective operation of the Customer Relations and Corporate Affairs teams by managing day‑to‑day departmental administration and financial processes.

Key responsibilities include raising purchase orders, producing payment runs in line with audit control requirements, and managing and defending payment disputes via PayPal and Braintree.



Your Talents
· In‑depth knowledge of TOC and the wider industry landscape. 
· Advanced user of MS Office applications, supporting effective administration and reporting. 
· Established track record in business administration and office management within a professional environment. 
· Experienced in managing and delivering complex workstreams under pressure, meeting challenging deadlines and objectives. 
· Strong interpersonal skills, with the ability to influence, engage, and build trusted relationships across the organisation and with external industry contacts.






















Your Responsibilities & Accountabilities
1. Data, Reporting & Governance
· Maintain Customer Relations data and support development of Power BI dashboards
· Ensure robust audit controls across all customer payment processes, in line with cash control policies
· Manage reporting, including payment runs, failed payments and financial tracking
· Support budget monitoring and expense oversight
2. Payments, Finance & Fraud Prevention
· Produce and manage customer compensation payments and liaise with Finance
· Manage payment queries, disputes (e.g. PayPal/Braintree) and investigations
· Identify failed/unreceived payments and arrange replacements
· Support fraud detection and prevention across payment and refund channels
3. Operational & Administrative Support
· Manage departmental post, filing and record-keeping requirements
· Maintain team rosters, attendance records and general administration
· Arrange meetings, including logistics, agendas and minutes
· Raise purchase orders and ensure accurate invoice processing
4. Customer & Business Support Activities
· Support Delay Repay processes and ticket validation
· Manage Staff Travel requests and issue Duty Staff Travel tickets
· Provide administrative support for events and engagement activities
· Deliver ad hoc operational and customer engagement support as required

What we trust you to do – (Authority to Act)
· Prioritise, assess, and make informed decisions on customer payment disputes. 
· Manage multiple responsibilities to consistently meet challenging deadlines. 
· Create purchase orders and accurately receipt high‑value payments. 
· Manage customer payment processes, ensuring full compliance with audit and control requirements. 
· Take ownership of administrative tasks, managing them efficiently and end‑to‑end. 
· Review and challenge existing processes to identify efficiencies and continuous improvements.

The way we work (our ways of working)
· We think what if - We see something we could do better. We get involved.
· We show we care - We look out for people. We do what we can to help.
· We make great things happen - We take on a task. We get it done.
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