The Recruitment Process
Presentation Notes


Creating Personnel Specification & Job Description

Position: Customer Service Manager
[bookmark: _GoBack]Company: Argos

With over 800 stores across the UK, 29,000 employees selling over 50,000 products to their many customers and processing 123 million transaction per year, Argos is one of the biggest retail names on the high street. They have build up an outstanding reputation over the last 46 years and, to maintain their excellence, an exceptional customer service experience for all customers is essential (Argos Careers, 2019).

One of Argos’ key principles is to ensure that their business is one that employees feel proud to work for. With new digital stores and their successful Click and Collect service, Argos is an inspirational place to work and to ensure they can create an experience that excels all customers’ exceptions, it is essential they recruit the most efficient management team possible. In return, staff have many opportunities to rapidly develop to reach their full potential; by using a cloud-based learning management system, which provides employees with instant updates on their workplace progress and enables access to the company’s library (Argos Careers, 2019). 

The role of Customer Service Manager is a vital role within Argos stores. As a customer service manager, the main role is to lead, motivate and inspire a team of staff to provide and promote excellent customer service throughout the organisation (Prospect, 2019). When recruiting for a customer service manager, Argos request the following skills and attributes – 

· Personnel Specification
· Qualifications 
· No formal qualifications required
· Experience
· Previous management experience essential
· Previous customer service experience desirable
· Skills
· Excellent communication essential
· Applying a positive approach
· Excellent customer service skills essential
· Effective problem solving and decision making
· Ability to work under pressure
· Numeracy skills essential
· Practical time management 
· Strong leadership skills
· Business awareness
· Knowledge
· A good working knowledge of the retail industry 


The main roles of a customer service manager at Argos are (Argos, 2019) –
· Job Description
· Tasks
· Ensure all staff are competent in delivering a great customer experience
· Ensure all store procedures are correctly carried out, with audit evidence meeting the required pass rate.
· Handling customer complaints
· Attending weekly trading meetings to represent sales floor performance, with evidence of performance reviews and action plans.
· Conducting regular reviews with all staff to monitor performance and progress.
· Effective underperformance management - Providing training, coaching and performance improvement plans.
· Raising awareness and understanding of diversity and difference.

· Responsibilities
· Ensure daily opening of the store, ready for trade.
· Improve customer wait time satisfaction year-on-year.
· Maintain health and safety requirements in line with company guidelines.
· Ensure compulsory induction periods are successfully completed.
· Implement, role model and deliver effective sales floor leadership.
· Identify weaker performance in store by utilising available feedback and performance reviews.
· Managing store security
· Deputy chair for the weekly trading meetings in General / Store Managers absence.
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