ROLE PROFILE


Role Title: Corporate Customer Services Manager
Service Group: Customer Services and Digital Transformation
Accountable to: Head of Customer Services and Digital Transformation

Grade: J

Date: Dec  2018

JE code: JE1856




Competency Level:3
Purpose of job   
The purpose of the role is to deliver MKC’s corporate customer services functions. Three teams will make up the corporate customer services function - the customer service hub, the digital response team and the customer services centre. 
This role will lead the Corporate Customer Services Teams ensuring the delivery of quality customer service irrespective of access channel and providing a first time resolution.  

The Councils value is to put our customers first and our vision is to simplify and enable digital customer service. At the heart of this is the outcome and experience we provide to our customers, the role of the Corporate Customers Manager is pivotal in ensuring that we deliver a compelling and consistent customer experience and that as a service we inspire, organise and drive our business in the delivery of consistently great outcomes for our customers. 
 
The role will be a critical success factor for MKC in embracing an integrated business management approach to customer services delivery, customer journey planning and digital transformation. 
Key Objectives 
	1
	To design strategy and policy.



	2
	To design, develop and maintain a high performing service resolving enquiries at first point of contact and delivering excellent customer service.  

	3
	To identify service and transformational improvements by the utilisation of trend analysis. 

	4
	To work with service areas putting customers at the centre of the service and continually improving the  experience through strong leadership and innovation

	5
	To work with colleagues to define the service, systems performance and service levels in order to manage the customers’ expectations.

	6
	Priorities of each team to ensure a consistent, professional, quality and timely service is provided to achieve exceptional customer service. 

	7
	Ensuring excellence in customer services through effective, robust performance management of the Customer Services teams.

	8
	Driving improvements, initiating change and the successful implementation of a range of initiatives to ensure that the needs of the service areas are met and the customers are at the heart of the service delivery model.


 

Scope 

People 

The post reports to the Head of Customer Service and interacts with all levels of staff within and outside of MKC.

To manage and lead a team of officers and managers who will use analytical skills and data to understand where we want to be and how we can drive change and influence transformational activity.
Finance

This post will have responsibility for both revenue and capital expenditure. 

Work Profile   
· To design a consistently high performing professional customer service function, with officers who deliver services on a right first time and first time resolution basis. 

· To design a meaningful and definitive set of KPIs that enables MKC achieve its Customer Services Strategy, Digital Strategy and demand management Model. All of which support the Council Plan. 

· To capture all demand generated by customers via all customer service access channels

· To build a centralised customer service function which enables channels of choice to deliver an increased and evidenced channel shift.

· To work with managers across MKC providing feedback on the performance of the Customer Service Teams and the demand generated by their service areas.  

· Delivery of cashable savings achieved through channel shift whilst ensuring service delivery standards are applied to all channels of choice.

· Design customer service excellence that meets the needs of all customers, partners and external organisations; ensuring customers have a positive experience of the service and have queries resolved at the first point of contact.

· Ensuring that our most vulnerable customers have access to MKC’s services and that they are supported by staff with the right skills, qualities and competencies,  

· To deliver service to customers with complex needs using a case management approach
· Instil a tell us once ethos for customer service delivery
· Coaching and mentoring approach to the development of senior Customer Service staff   

· Supported, well trained, motivated and engaged employees.
· Strong performance management with a robust reporting and development approach.
Job Context   (attach the organisation chart(s) relating to the role)
PERSON SPECIFICATION

In this section the Skills, Knowledge, Qualification and Competency requirements to perform the role to a satisfactory standard are set out.  The extent, nature and level of the role holder’s knowledge and skills should be specified
Awareness 
some knowledge or skills sufficient to show aptitude and the ability to learn in the particular work area

Significant 
knowledge and skills gained through practice and/or qualification sufficient to fulfill the role requirements 

Extensive 
knowledge and skills gained through practice and/ or qualification to fulfill the role requirements and contribute to training others and developing policy and practice in the work area

	PERSON SPECIFICATION

 
	Examples specific to role
	Required
	Level
	Method of Assessment application form, interview, testing, reference

	
	
	Essential
	Desirable
	Awareness
	Significant 
	Extensive
	

	SKILLS AND KNOWLEDGE
Technical knowledge and qualifications 


	Experience of developing policy
Experience of deploying policy
A good understanding of -

· the principals of demand management

· Customer Service delivery within a local authority environment

· Business transformation and lean systems thinking approaches 

· Change management

· Using customer insight to inform strategies and transformational opportunities

· Utilising customer and business feedback to identify clear set of channel experience and digital migration priorities

Skills to recognise and interpret both historical data and forecasting demand trends.

The ability to understand complex services and implement improvements

Experience of partnership and multi-agency working 

Experience in business transformation processes
Experience in change management 

Project management skills and experience

	X

X

x
X

X
x
	X

x

x
	X

X

x
	X
X

X
X

X

x

	
	App/INT

	Planning and organising work 
	Able to prioritise work to meet deadlines
Experience of leading projects

Amalgamating teams and managing change
Business planning 

The ability to design service change and implement that change

	X
X

X

x

x
	
	
	X
X

X

X

X


	
	App/INT

	Planning capacity and resources
	The ability to utilise a DM approach to manage and define resource requirements.
The ability to design and deliver projects
The ability to define the number of staff required based on demand

Budget management 


	X
x

x


	x


	x
	X
x

x
	
	App/INT

	Influencing and interpersonal skills
	The ability to influence and negotiate across the organisation.
High level interpersonal and influencing skills and able to relate successfully to people from a wide range of social and cultural backgrounds

Highly developed communication and presentation skills
The ability to coach, motivate, mentor and empower staff 

The ability to build relationships with all colleagues and all customers

The ability to deal with customers who have complex and sensitive  needs 

The ability to manage difficult customers   

The ability to negotiate service improvements from the customer’s perspective.
	X
X

X
X

X
X

x
	
	
	X
X

X
X

X
X

x
	
	App/INT

	PROBLEM-SOLVING

Using initiative to overcome problems


	Ability to interpret complex, and sometimes conflicting data, in order to develop suitable responses for the delivery of a comprehensive and inclusive service.

To provide ‘problem solving’ solutions together with creative thinking 

Ability to analyse situations and identify and communicate issues and potential solutions within the management team.

Ability to analyse complex data from numerous sources.
Ability to translate that data into tangible benefits for MKC and its customers 
	X
X

X

X

x


	
	
	X
X

X

X

x


	
	App/INT

	Managing risk
	Identify and manage all risks and issues associated with the service area in line with the Councils risk management policies
Manage and identify all risks and issues associated with any projects or initiatives in line with MKC’s risk management policies
	X
x
	
	
	X
x
	
	App/INT

	Managing change
	Is able to manage change within and outside of the service area by deploying MKC change management techniques and the use of project management methodology 
The ability to amalgamate teams ensuring a smooth transition 

The ability to develop multifunctional generic staff and technical specialists 

Ensure that staff are engaged and empowered within the service and understand the implications of excellent service provision
	X
X

X

x
	
	
	X
X

X

X


	
	App/INT

	ACCOUNTABILITY and RESPONSIBILITY

Undertakes tasks without supervision


	Achieves results- sets high performance standards and commits to clear objectives

Accountable for working with the head of service and deploying corporate strategies and measuring their effectiveness.
Helps to drive improvement across the CS functions and MKC.
An experienced manager
	X
X

X

x
	
	
	X
X

X

x
	
	App/INT

	Managing people 
	Is responsible for managing a team of officers, projects and also for influencing colleagues across MKC. 
Evidence of successful team management 

Evidence of leadership skills

Evidence of understanding organisational, colleagues and customers’ needs

	X
X

X

X


	
	
	X
X

X

X


	
	App/INT

	Managing financial resources
	Managing both revenues and capital budgets to support service delivery and development
	x
	
	
	x
	
	App/INT


COMPETENCIES REQUIRED – All post holders must be able to comply with the Council’s core competency requirements, Customer Focus, Communicating and Engaging, Managing Resources and Risk, Organising and Improving Performance, Taking Responsibility, Team Player, and Excellent Leadership
CORPORATE SAFEGUARDING STATEMENT – All post holders must be committed to applying and upholding the Council’s Corporate Safeguarding Policy Statement.  Specific safeguarding responsibilities should be detailed in this document.

SPOKEN ENGLISH FLUENCY DUTY REQUIREMENT - The ability to converse at ease with members of the public and provide advice in accurate spoken English is essential for this post.
Other information e.g.
· able to travel to meet service delivery requirements

· available to undertake work outside of normal working hours

	
	
	

	Signed Line Manager     
	Signed Service  Director    
	

	
	
	

	Print Line Manager   
	Print Service Director   
	Date
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