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Job Profile:  Contact Centre Team Manager


Job Family: Customer Service    Job Zone: 4.1

Role Purpose
[bookmark: _GoBack]This role is all about leadership. You’ll lead a team of up to 15 Customer Service Officers (CSO’s) by coaching, performance managing and most importantly removing barriers for your CSO’s so they can focus on doing the right thing for customers. It’s about leading across Repairs & Operations so you’ll work collaboratively with other Team Managers to ensure we have consistent high performance across the contact centre. You’ll be ensuring customers receive an exceptional experience by delivering an efficient and easy experience for customers when they need to Repairs & Operations department. You will form strong working relationships with service areas, ensuring it’s a two way relationship that works tirelessly to ensure the customer experience is always top priority. 

As part of Camden 2025 plan, we’re focusing on making things easy for customers. Repairs & Operations had over 100, 000 customer’s conversations in 2018 – through phone and email. We’re looking for someone who can deliver results through people and make it easy for customers to contact Repairs & Operations whenever and however they want. Therefore, we’ll be embarking on a three year programme to transform the citizen experience, and the Contact Centre within Repairs & Operations plays a crucial part in this. 

Example outcomes or objectives that this role will deliver:  

Leadership

· Lead the team by inspiring, coaching and ensuring they are the appropriate tools to deliver consistent exceptional customer service 
· Create a positive and engaging working environment that fosters innovation and excellence. You and your team will continually be enhancing your skills, experience and performance levels 
· Mentor and develop each Customer Service Officer through regular 1:1’s, coaching conversations and co-creating their development plan
· Part of the Repairs & Operations Support management team; you’ll be expected to have an opinion about topics that don’t sit within your area and contribute to the leadership of the department. We want positive critique about everything we do, to ensure we become to best we can be
Contact Centre performance

· You’ll role model and drive a high performance culture, you’ll do this by creating an environment that is truly citizen first, have a learning mind-set and always be seeking to improve yourself, your teams and the citizen experience
· Work closely with the Performance Analysts within Contact Camden to effectively forecast customer contact, and co-creating resource and build mitigation plans for your team
· Work closely with the Performance Coaches, both in Repairs & Operations and Contact Camden, to pro-actively plan the coaching & performance development priorities for team, and work together on process improvements
· Responsible for ensuring your team meet daily, weekly and monthly performance targets 
· You will have great desire to improve the customer experience, so you’ll ensure your team are consistently hitting the quality excellence scores in every call, and be always seeking ways to make things easier for the customer
· Have complete ownership of any barriers that prevent your team delivering exceptional customer service

People Management Responsibilities:

Directly manage: up to 15 Customer Service Officers


Key relationships:

· Repairs & Operations Support Manager, Performance Coaches, Contact Camden, HR Business Advisor and Service Managers across the organisation.


Work Environment:

· You’ll be leading a contact centre team based at Holmes Road (Kentish town)

Technical Knowledge and Experience:

Contact Centre experience
You’ll have led customer service teams and ideally have experience managing a team of more than 10 team members

Leadership
You’ll have the ability and proven experience in delivering and achieving results through a team, by engaging and coaching your team to be the best they can be. Strong experience in performance management and HR policies

Collaborator
You’ll be an expert in working with support teams to achieve results, and able to breakdown silos by working with teams across Repairs & Operations and the council 

Innovator
You can demonstrate how you have done things differently, and you’ll have a desire to always improve yourself, your team and ultimately improve the customer experience

Deliver high performance results
You’ll have proven experience in delivering multiple priorities at the same time and proven at delivering high performance

Engaging and a clear communicator
You’ll be a people person who enjoys and has the ability to engage a team through effective and personable communication







Camden Way Five Ways of Working
In order to continue delivering for the people of Camden in the face of ever increasing financial pressure, we need to transform the way we do things. We call this the Camden Way. The Camden Way is a key part of our transformation strategy often referred to as the transformation triangle which links the Camden Plan, the Camden Way and the Financial Strategy together.
The Camden Way illustrates the approach that should underpin everything we do through five ways of working: 
· Deliver for the people of Camden
· Work as one team
· Take pride in getting it right
· Find better ways
· Take personal responsibility 
For further information on the Camden Way please visit by clicking HERE
























Structure Chart:
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