Customer Support Team Leader
Capital Hire 
Job details
Pay
· £32,000 - £38,000 a year
Shift and schedule
· Monday to Friday
Location
Cardiff
Full job description
We're Capital Hire
Capital Hire as founded with the mission to help small business owners and make their lives easier. Today, we provide an all-in-one business credit card & spend management platform that helps business owners save time and money. Capital hire proudly serves over 200,000 businesses across the world and our goal is to help 1 million small businesses by 2030.
Why Join Us?
We empower you to be innovative and solve complex problems. Take ownership, make an impact, and thrive in our scaling and agile environment.
Check out the development opportunities in the Customer Support team.
This is an office-based role; the Customer Support team works from our Cardiff City Centre Office. After passing the probation period, the requirement will be to work in the office 4 days a week, and 1 day from home.
What You'll Be Doing 
As a Team Leader, your primary role is to drive performance, growth, and engagement within your team while fostering a supportive and accountable culture. Your success is reflected in your team's results, satisfaction, and overall well-being. You'll use your leadership skills to cultivate a high-performing, ambitious team and ensure industry-leading customer service.
· Lead a team of up to 10 agents to deliver exceptional outcomes for customers and the business.
· Accurate record keeping and management.
· Support the Customer Support Manager in driving positive departmental changes.
· Develop team skills through 1:1s, coaching, huddles, and meetings.
· Build strong relationships with key internal stakeholders.
· Act as an escalation point for team support when needed.
· Remove obstacles preventing agents from delivering outstanding service.

We're Looking For 
· Contact centre experience is essential.
· Strong attention to detail with the ability to identify and address inefficiencies.
· Experience analysing and interpreting basic data sets.
· A growth mind-set—comfortable making mistakes, learning, and improving.
· Genuine passion for team development
· Confidence in giving and receiving constructive feedback, including managing up.
· A drive for success, backed by a track record of achieving results in previous roles.
Diversity & Inclusion
We welcome, consider, and encourage applications from anyone who shares our commitment to inclusivity. Join us in creating a space where authenticity thrives, and everyone can do their best work.
Other Info
Email careers@capitalontap.com if you have any questions.






















Jodie Hughes
102 Gurnos Estate
Brynmawr
NP23 4TG
Jodiehughes100@yahoo.co.uk
Tel: 07804583584

RE: Customer Support Team Leader
Dear Kerry,
As an experienced Team Leader, the advertisement for Customer Support Team Leader with Capital Hire sparked my interest. When reviewing the position requirements and your organisation's website, I was excited to find that my qualifications and personal strengths align with your needs and mission.
I bring a comprehensive set of skills that I believe will be valuable to Capital Hire. In my Team Leader role, I honed my abilities in staff management and documentation management, providing a firm foundation for the Customer Support Team Leader position. My communication, people centric nature and compassion have afforded me excellent leadership skills.
I am excited to contribute my talents and proficiency in motivation towards your team efforts. As an engaging communicator with a proven track record in records management, my focus on building strong professional relationships has been a beneficial asset throughout my career.
Please review my enclosed CV for a more in depth illustration of my work history and accomplishments. I would appreciate the opportunity to interview at your earliest convenience. I’m eager to discuss how my personality and background fit the Customer Support Team Leader role.
Thank you for your time and consideration.
Kind Regards,
Jodie Hughes    


                                          Jodie Hughes
102, Gurnos Estate,
Brynmawr,
NP23 4TG
Tel: 07804583584
Jodiehughes100@yahoo.co.uk
An enthusiastic and hard working individual with good communication skills. Highly committed,  reliable and adaptable with the ability to quickly master new skills. Self motivated and enjoy working with  a team but comfortable using own initiative and working independently. Punctual and capable of working in a demanding environment in both an efficient and organised manner.
Transferable skills   
· Able to manage and prioritise own workload with the ability to work under pressure in order to meet strict deadlines.
· Has a keen eye for detail and is able to adopt a flexible approach and multi task when required
· Willing to take responsibility, operate without direct supervision or make a positive contribution as part of a team.
· Ability to work in a safe and efficient manner complying at all times with Health and Safety regulations and procedures.
· Able to quickly develop good relationships with colleagues.
· Able to consistently work in an organised and structured manner.
· Can communicate clearly at all levels with people from diverse backgrounds.
Employment History
· Business Owner at VIP Piercing                     October 2022- April 2024

· Practising body piercing in a safe sterile environment.
· Following safety measurements set out by the British Piercing Association.
· Working closely with the local council and environmental health and adhering to their bylaws.
· Book keeping and accounts.
· Stock ordering and maintenance.
· Keeping the work area clean and sterile.
· Operating sterile equipment such as a autoclave.
· Advertising and the upkeeping of social media pages.
· Taking bookings and operating online booking system
· Between May 2018 and October 2022 I was a stay at home Mam raising my daughter.
       ∙ Level 2 Incident Management           November 2016- May 2018
· Identify trends and raise to appropriate teams for a smooth, cost-effective running of EE services. 
· Provide 2nd line technical support to 1st line Technical support areas. 
· Creation of trouble tickets, conducting and facilitating where possible first contact resolution and providing CSI, T-Systems, Incident Management and our support teams with clear descriptions of customers technical issues.
· To have direct contact with our customers on technical issues, working with all key stakeholders until resolution or escalation of an incident is identified.
· Ensure clear accurate communications. 
· Offer support, feedback and development to other operational team and Network Services. 
· Provide clear, timely incident updates to customers who have open tickets with SMC CSI or MBNL. 
· Use of different systems including and not limited to CCJ, IPC, SM9, Blarney.
· Have a high awareness and knowledge of the industry technology, solutions and services offered.

∙ Technical Team Leader                       August 2013- November 2016 
· Managing performance on a daily basis through coaching and reviews. 
· Identify areas of improvement on all KPI’s and agree actions to implement in a timescale to help achieve quarterly bonus and targets.
· Engaging agents to promote additional services and products to our customers. 
· Communicate updates and call drivers to my team.
· Work alongside all Operational Groups.
· Run daily/weekly/monthly reports on all KPI’s.
· Run and note take in all HR meetings including but not limited to: probation reviews, return to work meetings and staged sickness meetings.
· Manage daily productivity and adherence to company standards.
· Motivate my team to give customer service to a high standard.
· Adhere to all policy and procedures. 
· Complaints handling. Following our complaints procedure to regulate with OFCOM standards.
· Work to SMARTER objectives.

∙ Customer Service Agent                    August 2012 - August 2013
· Working for EE the UK’s largest telecommunications company.
· Taking inbound calls from customers.
· Explaining bill charges and technical queries in simple terms.
· Reaching company targets.
· Aiming to hit all KPI’s  

Education and Training:
· St Albans R.C Comprehensive:
            Math                             A
            English                          C
            Biology                         D
            Physics                         C
            Music                           B
            IT                                   C

¬ Ebbw Vale Coleg Gwent
· Health and social care intermediate NVQ level 2
· OCN Health and Safety
· A1 Law 

Other Qualifications:
· Food hygiene certificate
· BIIAB level 2 personal license
· Level 2 Teaching and Support in Schools
· Diploma in Nutrition 
Full Driving License held.


