
	JOB DESCRIPTION




Job Title:
Team Manager – Customer Service / Customer Sales


Department/ Division:
Customer Service / Sales Operations Division
Reports to:
Customer Service Manager / Sales Manager 
__________________________________________________________________________

Job Purpose:

Lead, performance manage, develop and motivate a team of Customer Service / Sales Advisors to meet or exceed sales and service levels, targets and objectives in line with Company procedures and all regulatory bodies.  To ensure that the team delivers excellent customer service at all times. Work as part of the operations management team to contribute to the delivery of broader business objectives.

Key Responsibilities:

· Manage team performance in accordance with the Company’s performance management process and in line with budgetary constraints to ensure the delivery of agreed targets and key performance indicators.

· Monitor and evaluate individual conduct and performance improvement in line with Company processes and procedures.

· Take all reasonable steps to maximise the contribution of your team and the wider population to the achievement of service levels.

· Positively consult and communicate with the team and with the wider operation to improve effectiveness and efficiency, by implementing agreed change.

· Implement and review processes and procedures to ensure effective operation of the department and adherence with compliance and regulatory standards.

· Where appropriate deal with escalated complaints with the aim of finding a satisfactory resolution for the customer and the business.

· Utilise and analyse management information to drive team performance.

· Assist with employee recruitment and selection as required.

· Ensure the team is fully effective and coach individuals to achieve/exceed agreed standards and performance.

· Encourage team members to take ownership of their own development.

· Undertake other projects and activities as assigned by your line manager.

· Effective monitoring/auditing of direct reports to ensure compliance to Information Security policy and regulatory procedures.

· Comply with the information security policy and procedures.

· Comply with all regulatory procedures applicable to the role.

· Report any information security incident, weakness or malfunction.
Key Performance Indicators:

· Demonstrate compliance with the Information Security policy and procedures.

· Demonstrate compliance with all regulatory procedures applicable to the role.

Nature and Scope:

· An operational team with approximately 12 heads.
· Outbound and inbound activity as relevant.
· Any CPP or associated products or services.
· Any Card Protection Plan, CPP Branded Service or any associated product, which CPP has an agreement to promote.
· Any Business Partner – potential, new or existing.
· Cross-functional working with operations and support teams.
Key Competencies:

Sub-competencies Underpinning Compliance:

· Understanding customer needs.

· Performance Management.

· Monitoring quality and standards.
Experience and Technical Skills/ Professional Qualifications required:

Essential Criteria:

· Excellent oral and written communication skills.
· Developed business acumen.

· Resilience to work in a targeted environment.

· Self motivated with a desire to exceed targets.

· Knowledge of both the inbound and outbound operations products and processes.

· Proficient PC skills.

Desirable Criteria:

· Previous Contact Centre experience.
· Basic knowledge of business planning and switch and / or dialler technology.

