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Customer Service Associate - SFS 
	

	Job Family:
	(e.g. Service)
	Line of Business:
	(e.g. Health Plan/Denplan)


	Reports to:
	(Job Title)
	Team size:
	(Circa)

	Our Purpose & Vision

	For over 150 years, Simplyhealth has improved access to UK healthcare, long before the NHS existed. Today, as a certified B‑Corp, we continue to modernise in ways that matter deeply to our c.2.5 million members, our customers, and our people.
Our purpose is simple and ambitious: to improve access to healthcare for all in the UK. Through affordable health and dental plans, we help people manage their everyday healthcare needs and live healthier lives. With NHS pressures and the cost‑of‑living crisis making access to care harder, our mission is more critical than ever.
Our vision - We aim to democratise healthcare by making it more affordable and accessible for everyone in the UK.

	Your Role

	
The Customer Service Associate (SFS) plays a key role in delivering a high quality, proactive and solutions focused support experience for dental practices and their patients using Simplyhealth Funding Services. 
This role acts as the front line of customer support, ensuring enquiries, complaints, and operational issues are resolved efficiently and empathetically. Working closely with internal teams and external partners, this role helps shape a new customer service capability for SFS while supporting the continuous improvement of our products, processes, and customer outcomes. 



	Key Responsibilities & Accountabilities:

	
Resolution of a variety of customer enquiries  
· Act as a first point of contact for customer and dental practice queries. 
· Ensure that this is carried out efficiently for dental practices and their patients, and work closely with our internal teams and business partners to find solutions to the most frequent and impactful problems  
· Provide clear, professional and timely responses to customers and practices in line with service level agreements (SLAs). 
· Build and maintain positive working relationships with customers, dental practices and internal stakeholders. 
 
Handle customer complaints  
· Manage and resolve customer complaints, escalating complex or risk related issues to the SFS Operations Manager as needed to support the ongoing monitoring of dental practices to ensure adherence to required standards and processes, working closely with Risk & Compliance teams. 
 
Drive process improvements  
· Identify recurring themes and contribute to process improvement by sharing data-driven insights to enhance workflow efficiency and customer experience 
· Support continuous improvement initiatives across SFS, including participation in training and development to maintain high compliance and service standards. 
 
Case Management & Systems Expertise  
· Accurately log, update and maintain all customer interactions within CRM and case management systems to ensure audit-ready, compliant records. 
· Use systems effectively to track case progression, manage customer follow-ups, and ensure timely resolution of open queries. 
· Capture complete and accurate data in line with operational, compliance and reporting requirements. 
· Identify opportunities to improve processes or system workflows based on recurring patterns or user feedback. 
 
 
Collaborate with stakeholders, product and engineering teams  
· Work across a broad range of stakeholders to keep everyone aligned on customer needs and issues that will in turn shape product development and wider business development 




	Key Experience & Skills:

	
Essential 
· Experience in a customer service or operations role (financial services, healthcare or regulated environment desirable). 
· Strong communication skills, both written and verbal. 
· High attention to detail and accuracy. 
· Ability to manage multiple tasks and prioritise workload effectively. 
· Customer-focused mindset with a commitment to delivering good outcomes. 
· Comfortable working with policies, procedures and regulatory requirements. 

Desirable 
· Experience handling complaints 
· Knowledge of a regulated service environment 
· Experience managing and resolving complex customer problems  
· Strong IT and systems skills (CRM / case management systems). 


	Our Culture 

	
Simplyhealth’s cultural ambition can be summarised as doing the right thing: by its customers, its people, its communities and our planet.  It seeks individuals who have passion and energy, who believe in a commercial agenda but who also believe the outcome of Simplyhealth’s commercial endeavours can lead to a better life and a healthier planet. 


	Our Values 

	
	Courage and Curiosity
	Trust and Kindness
	All Together Healthier

	Creates a learning culture
	Develops our humility 
	Living our brand 

	· We are ambitious and push boundaries to deliver great results for our customers and our business 
· We speak up for what we believe in to make a difference and tell it like it is
· We have an intense desire to understand our customers, drive efficiencies and imagine new possibilities for our business. 
· We are hungry to learn and love to experiment, embrace change and seek out new ideas. 
· We are inquisitive, creative and always challenge the status quo.
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	· Trust is at the heart of everything we do. We act with humility and work hard to build trust with colleagues, customers and partners to get the best results.
· We have a legacy of selfless acts and will continue to enhance society, the health of our customers and the planet.
· We treat everyone as individuals, embracing diversity and inclusion.
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	· We are here to help others live their best lives. We are proud to develop healthcare solutions which meet the needs of our customers.
· We work together to innovate, driving and embracing change with growth mindsets so we can provide the best healthcare for our customers.
· We need to perform at the top of our game, and that starts with self-care. We invest in the health and wellbeing of all our colleagues, so we are always at our peak.
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· This is an Andover based role, with a requirement to regularly attend meetings at our Hampshire based head-office but we have a ‘smart working’ policy with flexible remote working
· Some UK travel and overnight stays
· Reasonable role and task flexibility expected 
· May be required to join other business activities or projects in other parts of the Simplyhealth Group
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