ReSolve customer services representative (CSR)
Role Profile
	Job Title
	Team Leader

	Salary
	£31000 + benefits

	Responsible to
	Call Centre Manager/Shift Manager

	Responsible for
	Team of 8 - 12 Customer Service Representatives

	Location
	[Relevant city]

	Hours
	37.5 per week 5 out of 7 days variable hours 



Summary of Role
Working closely with your team to motivate and coach them to meet targets.  Training and reviewing performance, dealing with personnel issues and timetabling work.  To deal with more challenging calls and forward those necessary to relevant services.
Main Duties and Responsibilities
· To clearly communicate teams’ objectives daily
· Call listening and giving feedback to CSRs on how to improve
· Taking call escalations and observing team to identify when a CSR may need help. 
· Ongoing coaching and development of your team.
· Monitoring individual and team performance against a set of key performance indicators (KPIs)
· Preparing reports for the call centre Manager on performance against these KPIs
· Ongoing motivation of your team to ensure a positive mindset and customer-focused attitude remains throughout
· Identifying and addressing any people issues, and being a source of support for your team members
· Maintain confidentiality at all times, with particular reference to customer confidentiality and Data Protection Act.

