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	Post Title
	Customer Service Team Leader

	Post Number:
	

	Business Unit
	Business Change and Digital 

	Business Unit team
	Customer Services

	Accountable To (Line Manager):
	Customer Service Operations Manager 

	Responsible For (Direct Reports Post Title):
	Customer Service Advisors




Job purpose
The Customer Service Team Leader is a key post responsible for managing advisors and developing their skills, knowledge and competencies in-line with the Customer Service Centre Performance Management Framework.

The post holder will work closely with the Operations Managers to achieve productivity and quality of service from their team of advisors. 


The role is an expert on the services delivered and also fulfils operational customer service issues as they arise on a day-to-day basis.












Organisational position
This structure chart is indicative:





Key tasks, duties, responsibilities and accountabilities of the post 
Operational Service Delivery
· Support advisers to resolve complex or difficult customer, or service specific, enquiries.
· Manage day to day operational running of the service  to ensure published service targets are achieved. Use real-time monitoring tools and other methods to resolve operational issues and ensure  all channels of access are managed and appropriate resource is allocated. 
· Provide duty management cover working to a shift rota Monday to Friday between the hours of 09:00 and 17:00.
· Produce written performance reports, statistical reports, action plans and briefing notes to be distributed to both the CSC team and service managers across the organisation.
· Assist during times of peak demand by carrying out the role of and adviser across all channels using listen and key techniques to work efficiently.
· Directing and co-ordinating the work of the advisers across all Customer Service Access Channels.

Service development
· Identify opportunities to improve service delivery and work with the management team  to deliver improvements.
· Implement changes to processes, systems and other aspects of operations
· Assist in developing the service to deliver a digitally-enabled and consistent experience through multiple customer channels, supporting customers towards use of self-service and delivering new ways of supporting customers that need extra support to use our services. 

Management & Supervision 
· Carry out regular monitoring and scoring of Advisers and develop training/action plans to address issues of poor performance and seek to use areas of best practice demonstrated by advisers across the team.
· Create individual performance statistics and feedback report which support the advisors’ development.
· Responsible for the line management of a group of Customer Service Advisors and Customer Insight Advisors, carrying out REAL conversations, appraisals, 1-2-1, team activities and similar activities
· Managing the day to day performance of the Customer Service Advisers.  Ensuring both efficiency and quality are in-line with the performance management framework.
· Provide training and coaching to new and experienced advisers to develop their skills and competencies in line with the Customer Service Competency Framework.
· Working with the Operations Manager to manage action plans where serious underperformance has been identified.
· Responsible for ensuring advisors accurately record information into  systems and comply with the rules regarding the safeguarding and security of our customers’ information.  This includes providing training, documentations and follow up monitoring to ensure the adviser understands the importance of their role in keeping our customers’ information secure.
· Create and develop training materials to support the delivery of all services, access channels and systems within Customer Services.
· Share specialist knowledge and experience with the team to demonstrate best practice of the delivery of Customer Service.
· The post holder will act as a Designated Safeguarding officer for the organisation and as such will ensure all policy and procedures are followed and appropriate support, referrals and documentation are put in place to support the individual.


The role’s key contacts and level of relationships with individuals, groups of people, agencies and external organisations
A key part of this role is to develop strong working relationships with service managers in order to ensure that Customer Services delivers services that are both efficient and deliver good customer experience.

 As part of the management team the post holder will be expected to deal with sometimes extremely vulnerable customers exhibiting challenging behaviours and with complex needs where issues cannot be dealt with effectively by more junior staff. Sometimes these customers, because of their circumstances or behaviour, will place an emotional demand on the post holder.  Examples include customers presenting themselves to the Council but where the post holder may need to ensure access for them to external agencies such as Age concern, Adult Care, Children’s Services or appropriate advocacy services.


Governance, Corporate and other responsibilities
· Undertake any additional responsibilities as directed by the line manager commensurate with the level and grading for the role
· Adhere and ensure compliance to the Council’s policies, rules and procedures including, Health and Safety, Equality & Diversity, information management including Data Protection, HR, all other legislative responsibilities, governance, financial and procedural rules.  
· Ensure compliance to the organisation’s Code of Conduct in the delivery and provision of services to staff and the community.
· Be prepared to undertake additional duties not included above that are appropriate to the job grade and qualifications, skill and experience as contained within the Person Specification, recognising that this Job Description will be kept under review and may be amended at the Council’s discretion to ensure organisational needs are met.

Behaviours and competencies
· Stevenage Borough Council (SBC) is committed to safeguarding and promoting the welfare of children, young people and vulnerable adults and expects all staff, volunteers and recruitment candidates to share this commitment. SBC shall take all reasonable steps to employ staff who are safe to work with children, young people and vulnerable adults. For posts identified with regular contact with these groups applicants will be required to undertake a Value Based Interview. The council supports the legislative requirements for employing and maintaining safer staff and the guidance specified by Hertfordshire Safeguarding Adults Board.
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Person Specification

	
	Required Skills and Competencies
	Essential / 
Desirable
	How to be Assessed
Application (A)
Test (T)
Interview (I)

	Knowledge, Skills and Abilities

	The ability to identify and respond to customer needs. 
Be proactive and champion customer issues across all Council services.
	Essential 
	Application and interview 

	
	Ability to monitor, review and provide direction to improve performance of the service and staff. Is able to design improvement plans and make use of performance management frameworks when performance is inadequate. 
	Essential
	Application and interview

	
	Ability to prioritise and plan own work effectively. 
	Essential
	Application and interview

	
	Ability to lead, encourage and inspire others to perform at their best and taking responsibility for actions/activity
	Essential
	Application and interview

	
	Ability to identify training needs, to train and educate others in the use  of procedures, processes and systems.
	Essential
	Application and interview

	
	Promotes the team inside & outside of the organisation. Creates network of contacts across the organisation.
	Essential
	Application and interview

	
	An understanding of the role of a Local Authority, its Councillors and how it operates.
	Essential
	Application

	
	Is able to select appropriate methods of communication to share with others.
	Essential
	Application

	
	Ability to arrange, attend and manage meetings. Ensuring that actions are undertaken as agreed.
	Essential
	Application and interview

	
	Knowledge of how to exploit customer service and digital  technologies  
	Desirable
	Application and interview

	
	Ability to recognise the impact of own behaviour on others. Can identify strengths and weaknesses and engage with all team members
	Essential
	Application and interview

	
	Recognise how own work contributes to the Council’s objectives.
	Essential
	Application and interview

	
	Able to make decisions about operational matters in time sensitive situations.
	Essential
	Application and interview

	
	Able to use good judgement, emotional sensitivity and adherence to protocols when facing challenging customer situations such as customers with complex needs or when safeguarding concerns have been raised to you
	Essential
	Application and interview

	
	Up to date knowledge of procedures, policies and protocols for key areas of staff and customer safety including but not limited to child and adult safeguarding, violent behaviour, people fleeing abuse, and general health and safety.
	Essential
	Application and interview

	
	
	
	

	Experience

	Experience of working in a contact centre environment
	Desirable
	Application

	
	Experience of using performance management frameworks
	Desirable
	Application

	Any Other Attributes required for the role not mentioned above  

	Ability and willingness to travel to, and work in, other locations as required for the role, including from home
	Essential
	Application

	
	Able to work to a shift rota between the hours of 9-5.
	Essential
	Application

	
	
	
	



Head of Customer Services


Customer Service Operations Manager 


Team Leaders


Customer Services Advisors
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