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Executive Summary

The purpose of this report is to discuss the profession of a Customer Service Manager in an organisation, and the importance of providing excellent customer service. The report outlines the key employability skills required to deliver a management position in a business and also analyses the different job roles carried out by a customer service Manager within the business.
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Terms of Reference 

Marie Pitson has requested me to do this report on 30th January 2018 and to be submitted on 2nd March 2018.
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Procedure 

I have conducted various researches in relation to Customer Service Management in order to find valuable information on employability skills and different job roles required by a customer service manager. I have been reading various books and articles on customer service managers. This has allowed me to discover the responsibilities of the customer service manager in a business in regards to providing good customer service.  Job Prospect website was also useful to gain information on qualifications and experience needed for a customer service manager position. Lectures at university have also been delivered and has helped me to understand the role of a customer service manager. 
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Introduction 

A customer service manager is an extremely important role within a business. It is crucial for a customer service manager to lead a team of individuals, educate and guide them to provide high quality customer service. Providing good customer service is a significant aspect of the business. Most successful businesses acknowledge the key importance of excellent customer service. Customer service Managers needs to have the appropriate skills and understanding of the business to deliver customer service in an organisation. Many Businesses have competitors competing against them, it is, therefore crucial for the customer service manager to promote their own ideas throughout the business to attract new customers into the business. Doing this, will allow the business to gain new customers and gain profit. Good customer service will allow the business to gain loyal customers as customers will be happy to attend the business again for their excellent service.
The training and development programme is important to all businesses.  Regular staff and managerial training will improve on overall success of the business. It will motivate staff to improve on their own customer service skills and develop their own learning and understanding of the business they are working for. A customer service manager is responsible for supervising a team of individuals ensuring that they deliver excellent customer service.  Working as a team will allow individuals to learn and cooperate with each other and will also increase the chances of solving shared problems and meeting personal needs [Qin, Johnson, P Johnson, 1995].
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Customer Service Management

1.0 The role of a customer service manager is to lead and motivate a team of individuals to ensure that they are providing the best customer service possible. Customer service managers are expected to know their business products and police inside and out and be able to communicate it to other members of the team. Another role of a Customer Service Manager is to enable that all staff within the business are able to deal with any customer service enquires in an appropriate manner and in the best way possible. This involves listening and communicating with the customer and finding a solution to help the customer in the best way possible whether it may be via telephone, email, and letter or face to face.
The main role of a customer service manager is to build good internal and external customer relations within an organisation. To be able to provide good customer service will encourage the customers to keep coming back to the business. Creative thinking is also important within a business. It is important to be able to come up with new ideas will improve on customer service skills.
Customer service always has been important to businesses; good customer service will satisfy the customer to return to the business for many years. Poor Customer service will dissatisfy customers, and it will give them the choice to go elsewhere. Customer service is very important for all businesses as it is vital to have and maintain good relationships with the customer. Managers are always expected to understand and satisfy the customers’ requirement and exceed their expectation at all times to show that they are being listened to {J. Hayes, F. Dredge 1998}.
 Excellent Customer Service

1.1The aim of a customer service manager is to provide excellent customer service in an organisation to build up a good relationship with their customers. Customer service is all about meeting and exceeding the expectations of the customers and be able to respond to the customer demands quickly and efficiently will make them satisfied with the service.
A customer service manager needs to be honest and friendly with their team which will only motivate them to give excellent customer service. Treating staff equally at all times regardless, of their individual race, colour, religion, gender etc will create a good atmosphere in the workplace and create togetherness.
As we all know being a customer our self it is very important to receive excellent customer service, which will convince us to return to the business and also pass on the message to our family and friends. A warm and friendly greeting to each customer when communicating with them via telephone or face to face will show that you appreciate them and will also make them feel more comfortable to ask any questions or enquires they have about the business and its products {J. Hayes, F. Dredge}.
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 Recruiting staff and advertisement

1.3 The aim of the recruitment process is to get the best person for the appropriate job. As a manager it is important to know what job position needs filling. Full job description can be done to advertise the on job centre plus, social media and recruitment websites etc. Discussing with other members of your team and picking out successful candidates for an interview process and further observing candidates during interview process ensures they have all acquired skills needed for the job position.                                                                                                                                    
 Training and development

1.4 The purpose of training and development is to improve effectiveness and productivity of the company. Everyone in the company needs training to do their jobs well. A training and development programme allows managers and staff to strength their skills and knowledge to improve performance in their job role. Most organisations have a process which allows new managers and staff to go on training and development programmes. This is beneficial to the staff to develop their own career within the business. Managers, also learn and continue to build on their own knowledge to improve performance in their job role, and this allows them to become more confident in their own job role. A development programme brings managers to a higher level so that they all have similar skills and knowledge. The importance of training is to be able to strengthen the skills needed in their own job role and to perform successfully within their business. 
 Handling customer complaints

1.5 The biggest challenge for a manager is to handle customer complaints in an appropriate manner that will leave the customer thinking you operate with great customer service and this will lead to a customer satisfaction. The best way of handling customer complaints is staying calm and always resolving the issue as quickly and appropriately as possible. It is important to listen to the customer to solve their problem and offer them a better solution. Customer feedbacks are very important to all businesses because they can improve on the products and overall customer experience, and this will lead to a successful business.
 Supervising a team of customer service staff

1.6 Supervising a team of staff is vital role of a customer service manager, giving continuous feedback to members of staff will make them improve on their customer service skills and it will motivate them to do deliver a good performance in their job role. Keeping a training record of all staff will let you know if they require further training on a particular job. Most businesses will allow
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new staff to have two weeks of training before they fulfil their duties. This gives them time to get to know customers and staff and also to allow them to feel comfortable in their job role. Crediting your staff and thanking them for the work they do will make them feel appreciated.

 Communication skills

1.7 Communication skills are one of the most important skills for a manager. Communication is the success in all businesses. When communicating with customers you should always have a positive attitude, being able to listen to them as well communicating back in a suitable manner. When a customer needs help with a product you responsible to ensure that the customer is assisted correctly and is satisfied with the service. It is also important to maintain direct eye contact and stay relaxed when dealing with customers, this will ensure customers to feel comfortable and allow the conversation to unfold without force.’’ Communication skills are foundational for individual, team and organisational success’’ [Kinnick & Parton. 2005].
  Time management skills

1.8 Time management skill is the ability to use your time in a manner which delivers the companies goals. Creating and keeping deadlines on a certain task will put you on track on completing your job quickly and efficiently. There are many ways you could improve you time management skills which are by organizing your days and weeks in advance and sticking with it, and to adapt to new problems and readjust as needed to complete a certain job. In businesses time management is crucial for serving customers promptly and keeping them occupied at all time. The purpose of time management is enabling you to get more on your work in less time. Also how you deal with time and stress related issues will reflect on your attitudes, beliefs and behaviours in an organization {P.Gibson, 2013}. 
Team Work

1.9 Team work is very important in an organization in order to achieve the goal. Teamwork is often a crucial part of the business; it allows staffs and managers to learn new ideas to promote within the business. Teamwork means that people will try to cooperate, using their individual skills and providing constructive feedback, despite any personal conflict between individuals. Working in a team creates a good and friendly environment in a work place. Showing a good team approach will show customers the team is organized in the job and the team is moving forward to satisfy customer’s needs. Without teamwork it will show customers the business is not running very well. It is important as a team to be honest and friendly with each other to achieve their individual goal {P.Gibson, 2013}.               
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Stress Management

2.0 Working in a customer service department, could be a very stressful role at times. We all experience how it’s like to feel stressed. When dealing with angry and frustrated customers try and stay calm and relaxed, if needed ask for advice from your team. Also try and change your thinking and behaviour towards customers, because customers are always right. By organizing your daily work in advance and supervising your staffs in a correct manner will make less stressful in your job. Having self esteem and self confidence in your self will get you through difficult times in your job and life. The best solution after a stressful day in work is to carry on believing yourself and try and do different activities to take your mind of it. {B. Hiriyappa, 2013}.
 Self management

2.1 Self management is the key skill for a customer service manager that will help them throughout their career in an organisation. It involves setting goals and making important decisions at the right time. The key to your own success is able to get through a stressful situation in your job and in your personal life. Developing your motivational and concentration skills will make you be prepared for any major issues in your job role {S. Cottrell, 2015}.
 Knowledge of the product

2.2 Product knowledge is very important within any businesses. Demonstrating strong knowledge of a product is crucial for creating a positive customer experience and also understanding the products features allows you to present accurately to you customers. By having product knowledge you will increase the sales and promotions within the business. Customers will respond to a product to buy if the sales team are passionate about the product their selling.
Problem – Solving

The challenge of a Customer Service Manager is able to problem – solve any major or minor issues in an organisation. It is important to have the right approach to deal with different types of problem – solving, which will make it easy for you to resolve the problem quickly and efficiently. Creating a flow chart with well thought- out plan will help to tackle major issues and avoid making rash decision. It is vital for businesses to identify multiple possible solutions to resolve any issues within the business {M.J, hicks 2013}.
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Qualifications 

2.4 Most businesses looks for an HND or Degree in following subjects will improve the chances of a management position.
: Business studies.
: Marketing.
: Management Studies.
: Consumer Studies.
Most businesses have a training programme for management position, which allows staffs to develop customer service assistant and gaining relevant qualification and experience if possible. 
Salary 

2.5 Starting salary for a trainee customer service manager falls between £18,000 and £25,000. Salaries for experience Customer service manager could start from £30,000 to £45,000.
                                                                                
 Above information is from the website job prospects. {Customer Service Manager}
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Conclusion

The report concludes the key success of a Customer Service Manager is to lead a highly skilled and motivated team in an organisation. This will lead to a profitable and successful business in the long term. Also the importance of employability skills and qualification needed to have a successful career in Customer Service Management.
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Recommendation 

2.7 It is recommended:
: That customer service manager needs to provide good customer service, if they were to have a long term profitable business and a successful career in an organisation.
: That being honest and friendly will the customers and staffs will create a good atmosphere in work environment and a fun, friendly work place.
: That handling customer complaints in a good manner will make customers satisfied with your service and return to the business.
: That needs to improve on customer satisfaction to build up the long term relationship with the customers.
:  That needs to keep customers up to date with emails and newsletter on promotions and sales so you have good connection with them.
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