
 

                     
 

 

Job description 

Job title: Customer Operations Apprentice 

Reports to:  Customer Operations 

Manager 

Department: Customer Operations 

  Location: Manchester 

Working hours: Full time  Status: Fixed Term Contract  

Job purpose 

To work within the Customer Operations Team providing support and gaining experience across the following 

teams: Customer Service, Customer Transfers, Site Services and AMR, Read Management and Metering. 

The role will enable the expansion of the Gazprom Energy business in the UK by providing a best in class service 
for all customers ensuring that all activities, incoming calls and emails are met within the ever growing 
demands, needs and complexity of the growing customer base. 
 

About us 
 

Gazprom Energy is the retail arm of London-based Gazprom Marketing & Trading Ltd.  Since becoming part of 
the Gazprom group in 2006 we’ve gone from strength to strength, even in challenging economic times.  In the 
last eight years we’ve expanded into new territories, entered new markets, grown our customer base and 
employed more people. In the UK, we specialise in supplying energy to businesses and organisations of all sizes 
and today we’re the second largest business gas supplier and we supply 1% of business electricity. From our 
Manchester headquarters we serve over 15,000 customers across the UK and provide support to our teams in 
France, Germany and the Netherlands.   We work closely with our Gazprom Marketing & Trading colleagues and 
together our goal is to help Gazprom be a leader amongst global energy companies.  This means putting our 
customers at the heart of everything we do.  Since we value our people as much as our customers we’re 
committed to challenging, developing and investing in our 400 employees across Europe and as we continue to 
grow and build a leading pan-European energy retail business, we’re looking for people who have a passion for 
excellence, work well as a team and can think outside the box to overcome challenges. 
 

Our culture is defined by our people. Through living our values every day we continue to create a culture that 
enables us all to succeed. We work as one team with our customers, our parent company and each other in 
order to understand each other’s needs. With an unstoppable passion for excellence, growth and learning, 
we’re committed to creating an environment that fosters the development of knowledge, skills and experience, 
so that our people can thrive and prosper in their careers with us. We believe that we have the best team in 
the industry which makes us a trusted partner across international capital and energy markets. Our diverse 
employee base, with a wealth of expertise, knowledge and experience makes GM&T a truly exciting place to 
work. We encourage new ideas and initiatives as innovative thinking is central to how we do business. Most 
importantly, we are a growing and developing business where inspired individuals can make a difference and 
help shape our future.  

 
The customer operations department is designing, building and implementing strategies and systems that will 
enable the successful and profitable expansion of the GM&T Retail business, resulting in it becoming the leading 
energy supplier within the UK.  Customer Service is our key differentiator as a business and is pivotal in 
Gazprom Energy being a success.  
 
We have created a strong Customer focused team who deliver exceptional customer service across the business, 
implementing processes that allow our existing businesses to continue to grow whilst developing into new 
business areas which are in line with the Gazprom Energy and Gazprom Marketing & Trading strategic company 
goals to make us the “best in class” energy supplier.   
 

  



 

                     
 

 

Key accountabilities  

 Provide administration support to the business, ensuring customer contract tasks allocated are completed 
and follow team processes. 

 Maintain and Develop market leading levels of Customer Service 

 Identify system and process improvements to allow scalability and efficiencies. This may include 
involvement in projects and working groups. 

 Ensure efficient flow of information between the Commercial and Operations Teams 

 Dealing with all customer query escalations and complaints quickly and efficiently, in line with the 
Gazprom Energy Complaints Procedure 

 Work closely with the Relevant Operations Manager to ensure that the  targets set out by the business are 
achieved in line with the Operations Strategy 

 Support the Relevant Operations Manager with any additional tasks required 

 To be aware of and comply with all company policies and procedures, including but not limited to the 

Gazprom Energy Data Protection policy, Equal Opportunities policy, and the Email and Internet Acceptable 

Usage Policy, in addition to Fire and Health and Safety Regulations   

 
The role holder may also be required to carry out any other duties within the scope and purpose of this role 

as requested by their line manager and in line with business needs 

 

Person specification 

Key:     

 Essential criteria (must meet all of these) 

 

o Desirable criteria 

Knowledge and experience 

   Proven working knowledge of MS Office including MS Excel. 

o  Advanced working knowledge of MS Office including advanced MS Excel (desirable) 

Skills and abilities 

 Good verbal and written communication skills.   

 Strong organisational skills. Able to prioritise within a busy challenging environment.  

 Excellent attention to detail and a high level of accuracy in all areas of work 

 The initiative to propose solutions and to take action independently and the confidence to effectively 
challenge the status quo.  

 Flexible approach to work, with a willingness to be involved in other areas of the business as required. 

o Excellent interpersonal skills with the ability to establish credibility and build relationships with Senior 
Managers and other internal and external parties.  

o Ability to successfully persuade, influence and negotiate with internal and external parties. 

Behaviours and Competencies 

Values and Behaviours:  

x Teamwork 

partner with 
stakeholders, 
collaborate, trust 
and respect, work 
together... 

 Innovation 

value creation, 
ability to think 
outside the box, 
be open to ideas, 
remain flexible... 

x Passion for 
Excellence, 
Growth & Learning 

operational 
excellence, 
continuous 
improvement, learn 
and grow... 

x Communication 

excellence in 
communication, speak 
the right language for 
each stakeholder, 
cascade and 
communicate as 
required... 

Qualifications 

 A Level education  
 

 


