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Job identification 
Job title: Customer service manager for Primark
Location: 48 Queen Street Cardiff South Wales, CF10 2GQ
As a customer service manager, your most vital role is leading and motivating a team of staff to ensure they’re giving the best customer service possible.
You’ll also be expected to know your company’s products and policies inside out and be able to communicate it to other members of staff.
Because customer services jobs can include a range of industries, your daily tasks will change depending on what your company actually does. Possible duties include:
· Helping to build good customer relations
· Recruiting staff and doing appraisals
· Arranging staff meetings
· Training and development
· Handling complaints and queries (from customers and staff)
· Sorting security issues
· Financial responsibilities
· Arranging promotional events
Personal specification required:
· Customer Service skills
·  Process Improvement
·  Decision Making
·  Managing Processes and experience
·  Staffing
·  Planning
· Tracking Budget Expenses
·  Analyzing Information
·  Developing Standards,
· Help Desk Experience
· Emphasizing Excellence
· Confidence
· team work 
· Communication skills.











Recruitment processes
Advertising Process
I will be recruiting for a customer service manager for Primark in our Cardiff Store. My first step would be to advertise for the job role through recruitment centre, social media and job centre. I will be giving the full job description of the customer service manager role for Primark. I will be looking for an individual who has a 2 years experience in management role and also who has a HND or degree in business management as it will increase their chance of getting the position. We are looking for individual with time management, problem-solving and critical thinking skills. Salary will be negotiable depending on individual’s experience. Participating in industry forums is a good idea when it comes to aware potential job seekers about the job openings. On these platforms, I can build company’ profile and let candidates find me easily. Gradually, I will build a relationship with the community and potential candidates.

Reference:
Thakur, V. (2017). Industry Forums, https://www.quora.com/What-is-the-importance-of-advertising-in-recruitment 

Reviewing applications and CVs Process
 My second step would be giving application forms to potential candidates and then reviewing them. There are some distinct advantages to asking a candidate to fill out an application form.  They usually save me time and effort, especially if it’s an online form that feeds directly into an ATS (applicant tracking system).  They also make it easier to reduce bias when short listing candidates, as each candidate is forced to give exactly the same information.  Many of the questions on application forms are there for legal or institutional reasons, and ensure compliance when recruiting. Filling out an application form tests the candidate’s commitment to that role and discourages unsuitable candidates or those who simply send off untailored CVs to every role going. I will be carefully reviewing all applications CV to look for individuals who is capable working in a team and who have the right skills and qualification for this management role. It is important for our business to recruit a person with flexibility and motivation that will bring success to our business for long term. Good candidates should highlight on the CV clearly how their experience aligns with this management position, which will persuade me to call them for the interview. Also I will be looking at individuals CV to find out if they have the following skills.       
 Reference:                                                                                                                                                                                                                                                                                                                          
(2015) .why do employers use them?,https://www.tpp.co.uk/employers/recruitment-advice/general-recruitment/why-you-need-to-review-your-application-form 

Telephone Interview
Then I would have a telephone interview with the individual to get an idea of how the person communicates the tone of their voice and use of language to see if they are confident.. Phone interviews allow you to call your most promising job applicants before bringing them in for a job interview in your organisation. The phone interview will enable me to screen the applicant’s experience, skills, and knowledge, experience and salary expectations before I invest valuable time in face to face interviews. The phone interview will enable me to methodically assess applicants that appear suitable on paper, but perhaps fall short in terms of experience or qualifications. In essence, it allows me to eliminate those who appear to be less qualified or might be a poor cultural fit for my clients’ organisation.
The phone interview saves your company effort, time, money and the energy that your recruiting team invests in every applicant. A phone interview is time well spent by your hiring manager and you can fast track or short list your most qualified applicants for your interview process. The phone screens allow you to hold off on interviews with less-qualified candidates.
Reference:

Venvell. C. (2017). The importance of phone interviews for screening potential job applicants,https://rsiinternational.asia/the-importance-of-phone-interviews-for-screening-potential-job-applicants/ 

Face to Face Interview
Face-to-face interview is the presence of the interviewer, which makes it easier for the respondent to either clarify answers or ask for clarification for some of the items on the questionnaire.
Reference:
Lavrakas, P. (2008). Face to Face Interviewing,http://methods.sagepub.com/reference/encyclopedia-of-survey-research-methods/n174.xml 
It also allows for more in-depth data collection and comprehensive understanding and Body language, facial expressions and eye contacts are more clearly identified and understood.
Throughout this interview I will be interviewing the candidates one-by-one, asking about whom they are, their previous professional background and their qualities and abilities in which they think would help them to get the place as a manager in this job. I will assess their communication skills and confidence.
Reference:                                                                                                                                                                                                                                                                                                                          
Marshall. C. (2016). Face-to-Face Interviews - Advantages and Disadvantages.,https://www.linkedin.com/pulse/face-to-faceinterviews-advantages-disadvantages-charlie-marshall
CRB Check, 
I will also carry out a CRB check to identify any criminal records of the potential candidate. Disclosure and Barring checks (formerly CRB checks) are searches through criminal records and other sources, including the Police National Computer. While they aren't always 100% accurate or complete, they can be very helpful when making a hiring decision, because they can uncover potential warning signs about candidates. Whatever type of carer an employer is looking for, a DBS (CRB) check can help reveal things like criminal conduct. Reviewing DBS (CRB) checks is a key step in finding quality care because it can reveal information that wouldn't come up during in-depth interviews or reference checking.
Reference:                                                                                                                                                                                                                                                                                                                          (2017),https://www.care.com/c/stories/8862/the-importance-of-dbs-crb-pvg-and-referenc/en-gb/ 
Face to Face interview would best suit my recruitment process as it provides the most convenient method in which I can get an idea of the person’s overall abilities, personality and the way in which they work by themselves and with the team. Throughout a face-to-face interview, I, myself can witness the candidates interview and how well or bad they are. It gives me a better chance to come to a decision much quicker as I can write notes and at the end when it comes to picking the right person I can cross it all off to one person which meets all the needs.
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