Customer Services Manager 
blinkbox - London 
	We are looking for a Customer Services Manager to join blinkbox and play a pivotal role in delivering an exceptional entertainment experience to our customers and aiding the growth of the business through the coming years. As Customer Services Manager, you will provide customer services direction to our existing customer support partners ensuring we deliver an exceptional customer experience. You will be required to lead and develop our service partners to ensure we deliver consistent standard of services, which are focused on efficiency and service excellence. 

Key Responsibilities 
· You will manage the customer services performance delivered for the movies business by our offshore provider of service. 
· You will manage the relationship with our provider to ensure we work in a collaborative partnership focused on delivering exceptional customer service. 
· To provide the wider business with direction utilising the voice of the customer and data analysis to ensure we are focused on the needs of our customers. 
· You will measure and maintain an improving trend of customer satisfaction KPIs. Using the power of the customers’ feedback to overcome business issues. 
· Support the knowledge development of our customer services team with continuous on-going development of our support content, training materials and collaborating with the wider business to deliver seamless change. 
· Implement and manage the business escalations processes to ensure customer issues are moved through the business quickly and accurately to deliver the right customer solutions. 
· Use customer complaints data to identify root causes and implement streams of process / business changes to ensure the issues are not repeated. 
· Support our customer acquisition and retention activity as we look to grow the business. 
· Author and maintain technical knowledgebase articles (FAQs, how-to & help material) for internal and external use. 
[bookmark: _GoBack]You will interact with a number of key stakeholders and departments across the business and would suit an individual who enjoys working within a team environment. 

Skill Set & Experience (Person Spec)
· Strong customer service experience and customer-centric attitude. 
· Management experience including reporting, data, KPIs etc. 
· Excellent oral and written English communication skills. 
· Multitasks and adapts to a fast paced environment. 
· Be a confident and enthusiastic communicator. 
· Proactively seeks ways to improve the customer experience through each interaction and seeks feedback on ways to improve individual and team performance. 
· Able to work within and lead cross-functional teams to deliver business process improvements for customers. 
· Previous experience of working within the technology and mobile industry (devices understanding) / product-related business desired but not essential. 
· Movie and TV lover. 
Our portfolio of digital entertainment services span movies and TV, music and books. 
blinkbox is a movie and TV streaming service with the latest movies and TV series without the need for a subscription. The service offers more of the latest movies over a year before Netflix or Lovefilm Instant on a growing number of devices including games consoles, tablets, Smart TVs, Blu-ray players, set top boxes and PCs/Macs. 

We have a team of the best people you'd ever want to meet, working on some of the most amazing creative and technologically challenging projects. We like people who are smart, funny and hardworking, who can adapt, work together and love interesting challenges at the cutting edge of technology. 






