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AXA UK
3,883 reviews
Read what people are saying about working here.

Job
Insights
Job details
Salary
£45,000 - £50,000 a year
Full Job Description
At AXA Health, we’re AXA’s UK health and wellbeing specialists. We help people be the best version of themselves, whatever that means to them.
As a Customer Experience Manager in AXA Health’s Marketing Team, you’ll help develop our customer experience strategy.
You’ll commission and deliver improvements to customer experience, monitoring and optimising satisfaction levels.
This is a fixed term contract / secondment lasting 12 months. You’ll be working closely with teams based in Tunbridge Wells, Kent. You’ll also visit other AXA offices across the UK (subject to government guidance).
Home working is available for this role. We’re happy to talk flexible working.
Want to know what our employees think about working with us? Take a look at our rating on Glassdoor.
What you’ll be doing
You’ll use customer feedback and existing journey maps to review the end to end customer journey. You’ll agree and develop customer experience standards with customer facing functions across the entire customer experience, establishing and agreeing the appropriate governance mechanisms and measures.
Using these measures, you’ll partner with the business to ensure they’re accountable for delivery. You’ll design and lead journey audits to help hold the business to account for delivering against these new standards, you’ll share best practice and help create fixes for customer pain points.
You might run customer focus groups to test out new ideas and work with the Senior Customer Experience Manager to help design future journeys. You’ll also work closely with our Research and Insights team to review and refresh our customer segmentation.
You will create, manage and publish a CX report for our Senior Leaders, to provide a monthly update of all changes that affect the customer, in conjunction with a summary of key VoC insights and metrics, the appropriate commentary and any resulting actions resulting. You will also work with the wider CX team to develop, contribute to and maintain a longer term CX Plan.
You’ll build business cases and idea captures, taking these through the approved governance processes and presenting to senior managers.
Qualifications
· A customer centric thinker with proven experience in a Customer Experience role
· Knowledge of customer experience approaches and methodologies
· Experience of multi-channel digital distribution environments
· Outstanding stakeholder management and relationship building skills – both internally and externally
· Exceptional communicator who can articulate strategy across all levels
· Strategic thinker who can develop strategic plans in collaboration with the Senior Customer Experience Manager
· Ideation and concept development – experience of developing ideas into reasoned thinking, planning for variables and an evolving business environment
· Able to manage multiple projects simultaneously and in a fast-paced environment with changing deadlines and objectives
· Comfortable escalating issues as necessary
· Able to work through conflict and build solutions that are approved by the necessary stakeholders.
· Able to learn about the range of insurance, health services and health partner products available from both AXA and the marketplace
· Expert coach to other team members
About AXA
With a presence in over 60 countries, and 165,000 employees serving the needs of 107 million customers, AXA is big.
But never too big to care for every single person who works here. So when you join us, we promise to put our collective might behind you and your career.
You’ll work in an open and supportive environment where you’ll be developed, challenged and encouraged to move around to achieve even bigger and better things – nationally and internationally. You’ll learn directly from senior leaders, from the best in our business. And you’ll enjoy real responsibility, really early on.
Every large company today talks about supporting diversity and inclusion. But at AXA UK, these values form an integral part of everything we do. For us, it’s about bringing together the best talent, helping people to realise their full potential by being 100% themselves at work and delivering outstanding service to everyone – regardless of difference.
AXA Health is the UK healthcare specialist for the AXA Group.
Whatever our customers’ health goals, we help them get there. That could be getting someone physio for an injury that’s holding them back, or finding them the right specialist to take their treatment forward.
Our team are experts in their fields: from experienced cancer nurses to pioneering data analysts; from our highly respected customer service team to our wide-ranging in-house team of clinicians. We all work together to be the best we can be.
What We Offer
When you join us, you’ll find an open environment, where everyone is encouraged to be true to
themselves. We listen to one another and keep our minds open, so that we can challenge our
perspective and grow our awareness. We’re always ready to question the status quo, and stand up
for what we believe in, because we want to make a difference to the lives of customers everywhere.
You’ll receive:
· Salary c. £45 - £50k dependent on experience
· Contributory pension scheme (up 12% employer contributions)
· 28 days holiday plus Bank Holidays
· Private health cover (after a qualifying period)
· Access to Thrive, an interactive app especially designed to take care of your individual health & wellbeing needs
· Access to AXA Doctor at Hand, an online virtual GP service with appointments by either video or phone call
· Life Cover
· Flexible benefit options and multiple local and national discounts
Talk to us about flexible working
This position has been defined as an Insurance Distribution Directive (IDD) role under the IDD regime
which means that in addition to pre-employment screening checks, the successful candidate will be
subject to background screening every 4 years with an annual declaration in interim years.
AXA UK
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BARBARA ROSSANA DA SILVA
rossanabab@gmail.com
21 February 2021
AXA Uk
RE: customer service manager.
Dear Recruiter,
As an ambitious and hard-working student, I know that I can step into the customer service manager role and make a positive impact on AXA Uk's goals. My record of academic achievement and peer-group contribution supports a high level of dedication. I believe that your organisation and my career goals are a strong match for a successful future.
I am an aspiring leader and offer key strengths in critical thinking, customer service and decision making. With a clear focus on progress and forward momentum, I am adept at improving processes, revamping operations and motivating teams to excel.
Being well versed in the requirements of this role, I see that you're looking for someone with Mentoring  , Problem Solving and decision -making ,Communication and motivation skills. I am eager to apply my entrepreneurial drive to help develop innovative solutions with AXA Uk. I've learned a lot about your organisation and I believe that working with your team would be thoroughly rewarding and enriching.
Thank you for your time and consideration of my candidacy for the customer service manager role. I will contact you within the week to enquire about the next stage of your hiring process. If you would like any additional information about my background and skills, please feel free to contact me.
Yours sincerely,
Barbara Rossana Da Silva

CV
Barbara Rossana Da Silva
Eastbourne, East Sussex | 07568522451 | rossanabab@gmail.com
Summary
Professional Assistant Manager employing exceptional rapport and relationship building abilities to cultivate lasting and positive relations among clients, staff and management. Highly developed communicator with outstanding capabilities in complex problem-solving and conflict resolution.
Experience
ASSISTANT MANAGER | 05/2008 to Current
Nandos - Birmingham , East Sussex
Assigned tasks and oversaw employees to ensure compliance with food safety procedures and quality control guidelines.
Built sales forecasts and schedules to reflected desired productivity targets.
Developed and maintained staff that provided hospitable, professional service while adhering to policies and business initiatives.
Ensured proper cleanliness was maintained in all areas of bar and front of house.
Conducted daily pre-shift and weekly departmental meetings to ensure organizational efficiency. Trained all front of house staff on restaurant policies and procedures, guest service techniques and communication skills to ensure positive experience.
Handled escalated customer complaints to provide full resolutions and promote loyalty.
ENVIRONMENTAL OFFICER | 08/2018 to 02/2019
Walsall Council - Walsall , west midlands
Assisted employee payroll processes by tracking attendance logs and expense monitoring.
Provided excellent leadership skills to maintain steady and productive operations.
Increased site traffic through targeted marketing and social media campaigns.
Monitored multiple databases to keep track of all company inventory.
Issued penalty charges and notices for individuals ignoring rules, decreasing repeat offences by 70%.
Kept the public informed and updated by staying up-to-date on the latest parking restrictions.
Garnered valuable swim instruction to patrons of various ages to build confidence, strength, and skills in positive learning environment.
Manually searched carry-on or checked baggage containing suspect items such as weapons or liquids exceeding volume limits.
Communicated with other screening staff to promptly call attention to potential or active safety problems.
STORE COLLEAGUE | 03/2019 to 03/2020
Asda - Birmingham , West midlands
Calculated credit amounts and commission payouts, invoiced merchandise to be sold and generated credit memos for returned merchandise.
Worked flexible schedule to accommodate changing customer levels.
Computed sales prices, totalled purchases and processed payments.
Organised and displayed items in visually appealing manner.
Assisted customers with selection of products and services.
Stocked and rotated inventory regularly.
Reconciled cash drawer at start and end of shift.
Worked overtime shifts during busy periods or times of unexpected high volume.
Skills
Staff mentoring
Cash counting machine operations
Customer-oriented
Brand standards promotion
Stable work history
Passion for delivery
Strong leadership
Operations management
Full service restaurant background
Customer service best practices
Employee recruitment expertise
Restaurant operations management
Education
UNIVERSITY OF WALES - Birmingham , west midlands | Certificate of Higher Education Business management , 2021
Hobbies and Interests
In my spare time I enjoy swimming , Dancing , reading and Shooting Range these sports keep me fit , challenge my physical limits and strengthen my team working skills.
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