Job description
Job Title: Customer Experience Team Lead

Department: Customer Experience

Position Reports To: Customer Experience Manager

Location: Abingdon

Company Overview
Gigaclear is a fast growing, game changing builder and provider of pure fibre broadband services to
residential customers and businesses in England. We have an ambition to make a significant difference
to the broadband landscape in rural England and improve our customers lives through the provision of
world class broadband services.
The Customer Experience team are responsible for delivering best in class experience for all members
of the public that engage with Gigaclear, whether through the infrastructure build phase, onboarding or
as an existing Gigaclear customer.

Purpose of the job
The Customer Experience Team Lead will drive process improvement and quality assurance
throughout the Customer Experience team. They will be responsible for driving a high standard of
support to our customers, through training, coaching and development of the team.
They will be responsible for the continuous evolution of our customer service offering, through process
improvement, people management and performance against the customer satisfaction metrics.
They will be responsible for supervising, managing and motivating team members on a daily basis.
As a team leader, you will be the contact point for all team members, so your communication skills
should be excellent. You should also be able to act proactively to ensure smooth team operations and
effective collaboration.

Key Accountability & Responsibilities
To lead a growing team of Customer Experience Advisors, providing a consistent premium service
through:
• Meeting agreed core metrics
• Analyse and distribute regular reports to internal and external stakeholders to help improve the
service being provided
• Proactively ensure sufficient department cover at all times, through rota management
• Take ownership of all Customer Experience escalations through to closure, including, liaising
with the wider business to reach a mutual resolution
• Build strong and effect relationships with teams across the wider business
• Ongoing training and coaching of the Customer Experience team in line with the Skills Matrix.
Highlighting any opportunities for further development and working with HR to identify relevant
training
• Regular review of processes, procedures and templates with the team, leading to an
improvement of customer service within Gigaclear
• To act as the first point of escalation for the wider team
• Championing customer experience throughout Gigaclear, effectively building relationships to
improve our customer’s experience

• To enable teams to provide customers with proactive and timely communications with a right
first-time mentality, to reduce recurrences of repeated customer contact
• To introduce proactive workflows to encourage our customers to self-serve
• Respond to all customer contact through Gigaclear’s digital channels, replying to all customer
queries within agreed SLAs, focussing on quality and relevance of response
• Quality management assessments for all team members, providing thorough and detailed
feedback to drive performance
• Effectively deputise for the Customer Experience Manager in their absence
• Create an inspiring team environment with an open communication culture
• Set team tasks and deadlines
• Oversee day-to-day operation
• Monitor team performance and report on metrics
• Motivate team members
• Listen to team members’ feedback and resolve any issues or conflicts
• Recognise high performance and reward accomplishments
• Suggest and organize team building activities
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Previous experience delivering high-quality customer service
Advanced knowledge of Microsoft Office 365, in particular; Outlook, Excel, Word
Understanding of relevant Data Protection laws and regulations
Strong interpersonal skills allowing effective communication with internal and external
stakeholders at all levels
Exceptional verbal and written communication skills
Experience of managing teams
Methodical approach to problem solving
Effective at external and internal stakeholder management
Excellent organisational skills
Self-motivated and able to understand tasks on own initiative
Strong coaching and training skills
Ability to approach potentially challenging situations in a positive and supportive manner
Proven work experience as a team leader or supervisor
In-depth knowledge of performance metrics
Excellent communication and leadership skills
Organizational and time-management skills
Decision-making skills

Our Values
Find a way - we will work together to deliver market-leading solutions and provide customer service
excellence to our communities
Do the right thing - we always base our decisions on what we believe is fair, considerate and in the
best interest of our customers and our colleagues
Be committed - we are all accountable for our actions and work relentlessly with our many customers
to deliver on our promises
Keep it simple - we take potentially complex and confusing information and we make it easy for
everyone to understand

This job description is not intended to be exhaustive. The post holder will be expected to adopt a flexible
attitude to the duties which may be varied (after discussion), subject to the needs of the business and
in keeping with the general profile of the role.

