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	Job Title
	Customer Care Team Manager (Secondment 3 months)

	Sub Business Unit
	Restore Information Management

	Department.
	Customer Care

	Location
	Swadlincote

	Reports to (direct)
	Head of Regional Customer Care


Role Purpose
The Customer Care Team Manager is responsible for overseeing the day-to-day operations of the Customer Care Team in Swadlincote. The primary purpose of the team is to track, check, and protect customer information at all times, ensuring compliance with SOPs and meeting all SLAs. This role is critical in delivering a consistently high level of customer care and maintaining service excellence across all interactions. The Manager will also lead the team in acting as trusted advisors to customers, taking ownership of queries from triage through to resolution and leading by example. Additionally, they will ensure customers are connected with the right team the first time, guaranteeing a seamless transfer, and guide both the team and customers on best practices and recommendations to improve efficiency and manage records in a compliant, streamlined manner.
Key Tasks
· [bookmark: _Hlk156817069]Providing our Customers with a high level of Customer Care at all times.
· To be able to provide the relevant insights to our internal and external customers via reporting and feedback. 
· Guiding the team and our customers with best practice and recommendations of how to become more efficient and manage their records in a compliant and streamlined way.
· To build strong relationships with external customers (in particular MOD contacts) and internal colleagues. 
· To manage and communicate our goals and strategies in order to drive the performance of the team. 
· To give guidance to the Senior Customer Care Advisor so they can support you in the day to day running of the Customer Care Team.
· To support the Head of Regional Customer Care with any operational changes.

· Responsible for ensuring all customer requests are being processed in line with agreed SLA’s using internal business applications.
· To feedback to the Head of Regional Customer Care on the process efficiency of the teams and give any insights into how things could improve. 
· To review and observe the Customer Care Teams and ensure they are providing a high level of customer care and customer service in line with any KPI’s and the Restore Customer Promises and be seen as leading by example.
· To oversee and be responsible for ensuring the Team are taking full ownership and accountability for customer queries through to resolution and acting as a liaison between affected departments.
· Responsible for fostering good quality relationships with all Restore internal and external customers and departments.
· To resolve any escalated customer issues which are not meeting SLAs and give advice and training to colleagues in order for these escalated issues to diminish.
· Identifying opportunities for upsell/cross sell to your line Manager and feedback to your team if you feel there are any opportunities that you have observed. 
· To take ownership of customer complaints ensuring the complaints process is adhered to and the case management system is utilised.
· Responsible for ensuring we are keeping customers informed of any delays or concerns regarding their orders. 
· To Provide KPI and other relevant reports and information to internal and external upon request. 
· Accountable for ensuring the Team are being accurate with any work to avoid mistakes being made.
Skills, Knowledge & Experience required 
Essential 
· Excellent communication skills - internal and customer facing
· Experience of Managing a Team in a customer focused environment
· Experience of report writing and excel
· Experience with business applications particularly O’Neil is essential
· Investigation and problem solving 
· Proactive approach 
· Organisational skills
· Motivational skills
· Ability to work to deadlines
· Accuracy and attention to detail
· Excellent verbal and written communication skills
· Excellent team-working skills
· Excellent IT skills
· Good coaching skills
· Interpersonal skills showing understanding and empathy to colleagues and our customers
· Flexible attitude
· Adaptable to change
[bookmark: _Hlk156817085]Preferred 
· Full Clean Driving Licence (desirable)
Compliance Requirements:
· Completion of all mandatory ISO management system and BS 10008 awareness training is required to be completed on annual basis.
· Compliance with ISO 9001 Quality Management, ISO 45001 Occupational Health & Safety, ISO 27001 Information Security, BS 10008 Evidential Weight & Legal Admissibility Management system requirements as defined in all applicable policies, procedures, and training & awareness requirements.
· Adherence to the company Acceptable Use Policy.
· To be involved in any internal or external audits from a customer care perspective only, ensuring any actions are agreed and acted upon. 
Other Information:
LINE MANAGEMENT RESPONSIBITILIES: 
· Managing the team on a day-to-day basis, including all aspects of people management such as employee development, performance and absence management
· Review performance of staff, identify training needs, develop training plans, and plan training sessions to improve quality of service and staff development.
· Accountable for ensuring regular one to one sessions are taking place.
· Responsible for making sure that any HR matters are dealt with promptly in accordance with our People Policies. 
· Responsible for ensuring you have the correct resources in place to manage the operation of the Team and oversee the recruitment, induction and leavers process.
· To be accountable for ensuring all colleagues have completed any required internal DBS checks or higher-level security checks as required. 
· Ensure the Team are compliance with all Company Policies including Health and Safety, Quality, Information Security, Site Security, Environmental and Business Continuity, Disaster Recovery Management Systems and People Policies. 

CONTACT WITH OTHERS: 
· Primarily: 
· Line Managers, Supervisors, Section Leaders and Employees
· Agencies or suppliers
· As required:
· Functional Heads of Departments
· Directors
· Auditors
*** The above is not an exhaustive list but an outline of all Customer Care Team Manager duties. All Restore colleagues are advised that they may be asked to perform tasks and be given responsibilities as reasonably requested.
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