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Job Title Customer Support
Advisor — Alarm Response
Team (Day)

Reference Issue Date Issue Number
JP2027 15/07/2025 2
About Orbis

At Orbis we understand that no two customers are the same — there’s no one-size-fits-all approach to protecting your
property, people and assets.

Our experts are trusted to protect what's valuable in everything from commercial property to social housing and
construction. Nationwide and international capability, delivered with local intelligence.

The ambition is to set the standard and pioneer a better way: being ahead of the game with innovative, technology-
enabled solutions while still being people-focused. Being trusted to deliver time and time again and providing an
exceptional customer experience.

Purpose of the role

Successful candidates will act as the main point of contact for all alarm & CCTV activations, reacting promptly and
effectively to dispatch an alarm response officer (ARO) as required, ensuring the integrity of our monitored estate. They will
also provide updates & reports, always providing exceptional customer service.

Security industry knowledge and SIA licence is advantageous however this will be provided if necessary.

Reporting and management structure

= Reports to: Service Delivery Manager (Orbis Commercial)
= Key Interfaces: No supervisory responsibility for any other staff.

Key Result Areas

= Positively contribute to high levels of performance in the ARC

= Improved Customer experience/satisfaction

= Enhanced staff knowledge base Support in driving the company values/expectations
= Support in embracing change
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Job responsibilities

The role is varied and will include, but is not limited to, the following:

Answering of telephone calls into the customer support desk, assisting with customer requests

Handling of emails into shared inboxes

Dispatching ARO's and/or police to sites where intruders & suspicious activity has been detected

Producing clear and concise reports for our customers in the event of a site incident

Raising any remedial works required on the back of a dispatch, arranging static guards and property resecure works
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Escalating any incidents of found squatters or travellers, that have taken possession of a customer’s asset, to our
Specialist Solutions Team, working with them to ensure removal notices are served promptly
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Liaising with our Engineer Scheduling Team to ensure any issues with the alarms or CCTV systems are promptly
attended to and rectified
- Dealing with complaints in accordance with the agreed escalation process

Conditions

Hours of work  07:00 —19:00 working a four on, four off rota

Work base Foxley

Benefits In addition to a competitive salary, we also have a range of benefits which includes Life Insurance, Sick Pay,
Company pension, holidays, Employee Assistance Programme, and onsite Mental Health Champions, Perkz,
Annual Bonus scheme, fantastic career progression

Person specification and key skills

Essential

—~ Excellent verbal and written communication skills

- Great attention to detail

- Able to multitask and effectively prioritise workload

- Excellent customer service skills

—~ Be computer literate with experience using MS Office (Word, Outlook and Excel)
- Be hardworking, flexible and able to use own initiative

Desirable
= Previous experience in a similar role

Competency profile

- Continuous Improvement: Identifies and addresses gaps in own skills; supports change with a solutions-oriented
mindset.

Flexibility: Adapts effectively to shifting priorities and business needs.

Initiative: Proactively takes action and ownership of tasks.

Innovation/Creativity: Suggests scalable and imaginative solutions.

Loyalty/Commitment: Supports the team and organization, especially during challenges.

Coaching/Mentoring: Actively contributes to peer development.

Communication: Adjusts communication style based on audience; ensures mutual understanding.

N R 2

Cultural Awareness: Respects and adapts to cultural differences within global business environments.
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Entrepreneurial: Understands business goals and acts with commercial awareness.
Influencing: Gains cooperation through persuasion and relationship-building.
Leadership/Motivation: Embodies company values and inspires others.
Negotiation: Balances needs of different parties to reach effective outcomes.

Teamwork & Cooperation: Shares information, credits others, and works collaboratively.

Decision Making: Weighs options, considers risks, and plans contingencies.
Managing Change: Supports and clearly communicates change processes.
Problem-Solving: Identifies root causes and implements preventive solutions.
Risk Taking: Assesses and justifies calculated risks, but seeks guidance as needed
Time Management: Effectively prioritizes tasks and manages workloads.
Customer Service: Upholds and evaluates service standards.
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