







Job Description and Employee Specification [Customer Service Manager]
Enterprise & Communities


	Service: 

	Enterprise & Communities

	Division:
	Community Operations


	Job Title:
	Customer Service Manager


	Responsible to:
	Programme Manager


	Grade
	NLC9


	Conditions of Service
	SJC


	Date of last review:
	


	Job Outline

Reporting to the Programme Manager, the Customer Service Manager is responsible for the effective management of the Customer Service Team, ensuring high standards of customer care, service delivery, staff performance, and product knowledge. The post holder will oversee customer enquiries and complaints, support customer acquisition and retention, and build positive relationships with customers, colleagues, and partner organisations.

The role includes responsibility for staff training, performance management, rota planning, and workload allocation, ensuring resources are managed effectively to meet operational demands, service developments, promotions, and key deadlines.

The post holder will manage membership administration and direct debit processes, ensuring compliance with financial procedures and Direct Debit regulations to support the accurate collection of income and minimise financial and reputational risk.

The Customer Service Manager will also play a key role in the development and management of customer service systems, online platforms, the Active NL app, and digital communications, ensuring membership products, promotions, and service information are maintained accurately and effectively.

This is a senior role within the Customer Service Team, contributing significantly to service performance, customer satisfaction, income generation, and the continued growth of Active & Creative Communities services.


	Main Duties and Responsibilities

1. In the absence of the Programme Manager assume responsibility for those aspects of the Programme Managers duties which are related to your role and ensure continuity of service throughout the section

2. Lead and Contribute to the implementation of strategic plans, to ensure the service is delivered effectively and performance optimised.   

3. Manage and improve administrative processes within the central customer service office, ensuring they remain efficient, compliant, and aligned with service and system developments and improvements. Plan and allocate workloads to meet direct debit and financial deadlines, adapting resources to support operational priorities, promotions, and service changes, while communicating updates and liaising with managers to ensure targets and service standards are achieved.

4. Responsible for recruitment and selection of subscriptions admin officers within the central customer service office. 

5. Conduct regular one-to-one meetings and performance reviews to support staff development, identify training needs, and enhance individual performance. Plan, coordinate, and deliver ongoing training programmes and competency assessments to ensure all customer service staff maintain a high level of knowledge, skills, and professional competence.

6. Manage, schedule, and communicate staff rotas, annual leave, and absences for Subscription Administrative Officers, ensuring sufficient cover is maintained at all times within the central customer service office. Proactively monitor staffing levels and resolve any resourcing or cover issues to ensure the continuous and effective operation of the service.  Carry out absence reviews in line with council policy.

7. Deal effectively with escalated customer enquiries and complaints, making informed decisions on refunds, payment plans, arrears, fee waivers, and complimentary offers in line with company policy and financial regulations. Provide advice and support to NLC staff and managers on membership and customer service matters.

8. Prepare and ensure the accurate completion and submission of monthly direct debit runs of the membership scheme/subscriptions within NLC adhering to strict deadlines for the collection of fees.  Carry out validation to ensure that all data is accurate before processing of runs.

9. Ensure the accurate reconciliation of income collected through online systems and within the Membership Office, investigating and resolving any discrepancies in a timely manner. Maintain compliance with financial regulations and internal controls, ensuring the security, integrity, and accountability of all financial transactions and records.

10. Prepare and distribute performance reports as required.  Create and distribute new reports where required.

11. Liaise with and work alongside corporate clients in arranging and supply of passes for projects and organizations including billing, reporting and renewal processes.  Agree and liaise with other sections to arrange any special requirements dependent on the organization’s needs.

12. Develop and maintain a comprehensive knowledge of customer service, membership, and relevant software systems, ensuring the accurate setup of membership offers and implementation of system updates and changes. Take an active role in managing and supporting IT systems, including online and self-service platforms, troubleshooting issues and working with relevant teams to ensure effective service delivery.

13. Responsible for the co-ordination and preparation for requests made to the organisation under the Freedom of Information Act, Data Protection Act and Environmental Information Regulations ensuring that all enquiries are responded to within the legal timescales, subject to exemptions or other legal limitations applying.

14. Manage customer communications including notifications of upcoming service changes, price changes and renewals ensuring all changes are in adherence with terms and conditions of memberships.  Deal with unpaid direct debits and arrange appropriate communications to debtors.

15. Promote and communicate current marketing campaigns, membership products, and service developments accurately and effectively to staff supporting customer acquisition and retention. Ensure campaigns and service updates are communicated clearly through the Active NL app and other digital channels, working collaboratively to develop engaging content, articles, and push notifications that maximise customer awareness and engagement.

16. Prepare purchase orders for supplies and services via an electronic system and prepare and process accounts/invoices for inbound payments.  Monitor budgets within the section and highlight any potential issues to the programme manager as they arise.

17. Participate and lead on projects and working groups as required and foster a good working relationship with internal and external partners.

18. Play a full and active part in the corporate approach to the overall running of the department.

19. Undertake such duties and responsibilities as may be required in terms of Health and Safety at Work Act 1974.

20. Undertake any other duties that may be allocated and that the company deem appropriate.

This job outline is intended to indicate the broad range of responsibilities and requirements of the post. It is neither exhaustive nor exclusive but, while some variation can be expected in particular duties, the outline is considered to provide a reasonable general description of the post.














	SPECIFICATION
	ESSENTIAL
	DESIRABLE
	METHOD OF ASSESSMENT

	QUALIFICATIONS/TRAINING
	
	
	

	
· ECDL or equivalent ICT qualification
· SVQ3/HNC or Equivalent in Business Administration or management
· Customer Service Qualification

	
X

X

	





X

	


Documentation Verification/Interview

	WORK EXPERIENCE
	
	
	

	· Extensive relevant work experience in a customer focused environment leading team to deliver outcomes.
· Extensive experience of office-based IT systems.
· Experience in working with financial records.
· Experience in promoting sales and retaining customers.
· Line Management Experience including managing rotas and workload allocation
· Experience in Complaints Handling 
· Experience with Membership IT systems and databases.
· Background in sport & leisure.
· Experience in Debt Recovery

	X



X

X

X

X


X

X



	
















X
X

	







Application form/Interview

	KNOWLEDGE/SKILL/ABILITY
	
	
	

	· Ability to deal with people at all levels appropriately ensuring high levels of confidentiality and professionalism.
· Knowledge of financial regulations, budgetary controls, and income reconciliation processes.
· Knowledge of customer service best practices and complaint handling procedures including the ability to transform enquiries into sales and retain customers.
· Ability to lead, coach and motivate staff to deliver desired outcomes.
· Knowledge of recruitment, induction, training, and staff development practices.
· Knowledge of performance management processes, including one-to-one meetings, appraisals, coaching, and development planning.
· Excellent written communication skills
· Knowledge of health and safety legislation and responsibilities relating to staff and workplace safety.
· Excellent organisational skills.
· IT Literate with extensive knowledge in Microsoft packages and high level of computer skills
· Understanding of data protection, confidentiality, and information governance requirements.
· Understanding of workforce planning, rota management, and resource allocation.
	X




X




X






X


X


X





X

X



X
X



X



X
	
	






Application form/Interview

	· MRM Software Package.
· BACS Direct Debit processes
· Knowledge of health and fitness/leisure industry  

	
	X
X
X


	

	PERSONAL QUALITIES/ATTRIBUTES
	
	
	

	· Confident, enthusiastic, and professional, with an ability to communicate at all levels.
· Strong relationship-building and interpersonal skills, with the ability to foster positive working relationships and promote effective team collaboration.
· Ability to stay calm under pressure.
· Adaptable to change and innovation. Proactive by nature and takes own initiative in identifying opportunities for improvement and innovation.
· Ability to think creatively and use own initiative and find solutions.
· Leadership qualities
	X


X






X

X





X


X
	
	


Interview

	
	
	
	

	OTHER
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