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Job title Centre Team Manager

Reporting to

(position number) Performance Manager

Hay score | Pay Band 344/Band 2

Job Purpose ﬂ

This role is directly responsible for supporting and performance managing contact centre, 24/7 social media customer
service team and Visitor Centre teams within Contact Centre Operations.

The job holder will set SMART performance objectives (covering customer service, visitor centre sales and performance
quality) and provide a safe, flexible and positive environment which helps staff to achieve within their role and develop in
line with their future aspirations.

The job holder is also responsible for continual staff engagement and working with other areas of TFL to ensure that staff
are up to date and providing customers with consistently high levels of service and support.

Key accountabilities ﬁ

1. Managing the performance of Customer Service Advisers and Visitor Centre Advisers, ensuring that team support and
resolve queries and complaints in a positive, effective and timely manner. This also supporting staff handling sensitive,
emergency, safety and excessive noise complaints outside of core hours.

2. Delivering against CCO vision and operational performance requirements, ensuring Visitor Centre service through sales
performance levels and contact centre’s service levels are met.

3. Representing our customers to all areas of TfL and external stakeholders, ensuring that the teams provide easily
understandable and succinct feedback — in and outside of core hours - and quality local business intelligence.

4. Consistently providing support and engagement for contact centre and Visitor Centre advisers through regular and ad
hoc coaching, structured one to one discussions, engaging team meetings and briefings so that individuals and team can
maximise their potential.

5. Developing individuals to fulfil their potential as future stars of TfL and providing fair and consistent management of
individuals in line with TfL policies, standards and best practice.

6. Actively engage with both internal and external third party stakeholders and suppliers to ensure that customers and
visitors receive the best possible experience and offering.

7. Monitoring the cleanliness and appearance of contact centre and Visitor Centres, ensuring Health and Safety

requirements are met and that all facilities and equipment are either available and in working order or are being swiftly

followed up and understanding the specific needs of responsible location(s) and staff requirements.

People management responsibilities

Yes D No

Does this role have people management responsibilities?

If yes, then the role-holder is responsible for leading and supporting the people that report to them in a way that allows those individuals
to perform and develop to their best in their career at TfL.

This job description takes account of the primary factors but recognises there may be an number of items required to
fulfil the role, but which are not required to be detailed.
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Financial Impact

Responsible for actions and behaviours of Visitor Centre Advisors handling cash and credit card sales and providing
customer refunds

Responsible for actions and behaviours of customer service advisers handling refunds made by bank account, Oyster card
or contactless payment card credits

Ensuring that self and all responsible staff are aware of financial responsibilities, ensuring areas are secure at all times
Support Performance Manager in identifying best value and most efficient customer and visitor offerings

Key interfaces

Performance Managers for agreed contact centre and visitor centre strategies and operational support

Business Support team for ensure joined up approach to reporting, customer feedback, staff scheduling, process
enhancement and knowledge management

London Underground and Rail operational managers to ensure joined up approach for TfL customers and effective
solutions to customer concerns raised

Operational control centre teams to ensure self and team are providing accurate and up to date information

Surface Transport and other TFL areas for effective handling of customer complaints and contacts

Press Office and other customer facing communication teams for consistent customer messaging

External third parties to ensure effective commercial partnerships are maintained and strong infrastructure support in place

Knowledge

« Strong knowledge of TfL business rules.

« Knowledge of operating customer contact centres according to best practice and industry standards.
« Knowledge of visitor attractions and tours operating within London

» Knowledge of workforce performance management in a contact centre and retail environment.

« Knowledge of the public transport industry.

« Knowledge of Payment Card Industry regulatory requirements.

» Knowledge of social media platforms as a customer service channel

Skills

« Outstanding customer service skills enabling timely resolution of issues by phone, correspondence or face to face
« Proven ability to develop and maintain a high performing, high calibre customer service team
« Proven ability to communicate and engage effectively with peers, team and stakeholders — orally and in writing.
« Ability to proactively plan, manage own and others’ time effectively
« Ability to coach planned improvements and develop individuals towards their future aspirations
Proactive at trouble shooting and resolving issues through to resolution and solid understanding of local area and tools
used.

This job description takes account of the primary factors but recognises there may be an number of items required to
fulfil the role, but which are not required to be detailed.
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Experience

» Experience of leading fast moving customer service teams responsible for handling customer complaint and/or sales
contacts

* Experience of improving sales through motivating teams and delivering a positive customer service led approach
 Experience of managing payments and refunds in line with industry standards

» Experience of operating a broad range of technology tools and systems used in contact centre and retail environments
» Experience of effectively resolving escalated customer issues.

* Experience of delivering high levels of team performance against contact centre and retail KPIs

Our |5 competencies are the generic skills, including interpersonal skills and knowledge need to perform well in a role, but
not all of these will be applicable. Based on the requirements of the role, please indicate those competencies that are most
relevant (6 - 8 max) and the level required with A the least complex and E the most complex level.

Refer to the Competency Briefing Note for Line Managers for further information and the Competency Framework to
determine the competencies and levels to be included.

Building capability lT' B Communications and influence lTl B
Responsiveness I_l Stakeholder management |_|
Customer service orientation lTl Cc Planning and organisation lTl C
Strategic thinking I_l Commercial thinking I_l
Problem solving and decision making lTl B Safety awareness I_l
Organisational awareness l_l Managing business performance lTl B
Change and innovation |_| Team leadership lTl B
Results focus I_l

HEALTH & SAFETY STATEMENT

All employees have a general duty in law to take reasonable care for the health and safety of themselves and of other persons who may be
affected by their acts or omissions. All employees must understand and be committed to Transport for London’s Health and Safety Policy
statement and the Company’s safety priorities and be aware of their contribution to such priorities. All employees must also be aware of
and comply with all current health and safety legislation and other Company requirements that are relevant to their role.

EQUALITY STATEMENT

Transport for London values the diversity which exists in our city, and our aspiration is to reflect this diversity in our workforce. All
employees must be aware of and committed to the Equality Policy Statement of Transport for London. All employees must also be aware
of and comply with other Company requirements associated with Equality and Diversity issues relevant to their role.

CRIME & DISORDER STATEMENT

It is a statutory requirement for all departments within TfL to follow Section |7 of the Crime and Disorder Act 1998. Section |7 requires
authorities to consider the likely affect on crime and disorder and community safety in all that they do, and take action to prevent crime
and disorder, substance misuse, anti-social behaviour and behaviour that adversely affects the environment. TfL has voluntarily been
committed to following Section |7 since 2006, but we must all make sure that it is considered in decision making, policies and procedures
in the same way that equality and health and safety are.

PRIVACY & DATA PROTECTION STATEMENT

Personal information relating to TfL’s customers, workforce and members of the public, must only be collected, accessed or used by
employees for legitimate business purposes directly related to the performance of their duties; and in accordance with their terms and
conditions of employment, TfL’s Privacy and Data Protection Policy, The TfL Code of Conduct and relevant HR policies. The misuse of
personal information is generally viewed as gross misconduct and may also constitute a criminal offence.

This job description takes account of the primary factors but recognises there may be an number of items required to
fulfil the role, but which are not required to be detailed.
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ADDITIONAL INFORMATION AND/OR ADDENDUM

Full accountabilities as per:

1. Managing the performance of Customer Service Advisers and Visitor Centre Advisers, ensuring that team support and
resolve queries and complaints in a positive, effective and timely manner. This also supporting staff handling sensitive,
emergency, safety and excessive noise complaints outside of core hours.

2. Delivering against CCO vision and operational performance requirements, ensuring Visitor Centre service through sales
performance levels and contact centre’s service levels are met.

3. Representing our customers to all areas of TfL, ensuring that the teams provide easily understandable and succinct
feedback — in and outside of core hours.

4. Consistently providing support and engagement for contact centre and Visitor Centre advisers through regular and ad
hoc coaching, structured one to one discussions, engaging team meetings and briefings so that individuals and team can
maximise their potential.

5. Developing individuals to fulfil their potential as future stars of TfL
6. Providing fair and consistent management of individuals and team in line with TfL policies

7. Monitoring the cleanliness and appearance of contact centre and Visitor Centres, ensuring Health and Safety
requirements are met and that all facilities and equipment are either available and in working order or are being swiftly
followed up where any maintenance work is required.

8. Identifying and implementing opportunities to improve the contact centre and Visitor Centre’s quality of service. Also,
using customer and independent feedback to implement improvements in a focused and planned way.

9. Resolving escalated customer issues effectively and ensuring no further escalation of issue.

10. Engaging with colleagues across TfL, external colleagues including Network Rail and third party partners to ensure
effective relationships are built for the benefit of team and TfL.

Full financial impact:

 Responsible for actions and behaviours of Visitor Centre Advisors handling cash and credit card sales and providing
customer refunds

» Responsible for actions and behaviours of customer service advisers handling refunds made by bank account, Oyster
card or contactless payment card credits

« Ensuring that self and all responsible staff are aware of financial responsibilities

* Ensuring that contact centre and Visitor Centres remain secure at all times

» Adherence to laid-down procedures regarding ticket issuing, cash handling and control at the counter and in the vicinity of
the Visitor Centres

» Oversees completion of daily, weekly and period accounting procedures, ensuring that all monies and value stock are
kept secure at all times t all Visitor Centres and are accounted for correctly

« Consistent monitoring of sales and refunds carried out by team with identification and thorough investigation of any related
discrepancies

* Responsible for maximising process and system efficiencies, increasing sales through effective customer service and
reducing the cost to serve.

This role may involve some shift work for which appropriate remuneration will be paid.

This job description takes account of the primary factors but recognises there may be an number of items required to
fulfil the role, but which are not required to be detailed.
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This role is directly responsible for supporting and performance managing contact centre, 24/7 social media customer service team and Visitor Centre teams within Contact Centre Operations.  

The job holder will set SMART performance objectives (covering customer service, visitor centre sales and performance quality) and provide a safe, flexible and positive environment which helps staff to achieve within their role and develop in line with their future aspirations.  

The job holder is also responsible for continual staff engagement and working with other areas of TFL to ensure that staff are up to date and providing customers with consistently high levels of service and support.
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"The job will have responsibility and accountability for delivering the projects to time, budget, scope and quality, and supporting the Programme Manager, they will optimise the allocation and utilisation of project and programme management professionals, subject matter experts and external suppliers.
 
The job will work within the Programmes & Delivery team to leverage their specialist expertise within projects to ensure the implementation of a holistic and comprehensive project delivery model.”
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	Enter text 02: 1. Managing the performance of Customer Service Advisers and Visitor Centre Advisers, ensuring that team support and resolve queries and complaints in a positive, effective and timely manner. This also supporting staff handling sensitive, emergency, safety and excessive noise complaints outside of core hours.

2. Delivering against CCO vision and operational performance requirements, ensuring Visitor Centre service through sales performance levels and contact centre’s service levels are met.  

3. Representing our customers to all areas of TfL and external stakeholders, ensuring that the teams provide easily understandable and succinct feedback – in and outside of core hours - and quality local business intelligence.

4. Consistently providing support and engagement for contact centre and Visitor Centre advisers through regular and ad hoc coaching, structured one to one discussions, engaging team meetings and briefings so that individuals and team can maximise their potential.

5. Developing individuals to fulfil their potential as future stars of TfL and providing fair and consistent management of 
    individuals in line with TfL policies, standards and best practice.
6. Actively engage with both internal and external third party stakeholders and suppliers to ensure that customers and 
    visitors receive the best possible experience and offering.
7. Monitoring the cleanliness and appearance of contact centre and Visitor Centres, ensuring Health and Safety requirements are met and that all facilities and equipment are either available and in working order or are being swiftly 
followed up and understanding the specific needs of responsible location(s) and staff requirements.                                                                                                                                                                               
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"Responsible for the reporting of periodic department expenditure against the budget to ensure is in line with forecast spending.

Provide a wide range of ad-hoc analyses, to produce accurate, insightful and meaningful interpretation of customer travel behaviour.

Manage assigned projects, in accordance with the TfL PPM Methodology and working to relevant corporate standards, to ensure delivery of intended business benefits."
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Responsible for actions and behaviours of customer service advisers handling refunds made by bank account, Oyster card or contactless payment card credits 
Ensuring that self and all responsible staff are aware of financial responsibilities, ensuring areas are secure at all times
Support Performance Manager in identifying best value and most efficient customer and visitor offerings
	Text3: Performance Managers for agreed contact centre and visitor centre strategies and operational support                                                   
Business Support team for ensure joined up approach to reporting, customer feedback, staff scheduling, process enhancement and knowledge management
London Underground and Rail operational managers to ensure joined up approach for TfL customers and effective solutions to customer concerns raised
Operational control centre teams to ensure self and team are providing accurate and up to date information
Surface Transport and other TFL areas for effective handling of customer complaints and contacts  
Press Office and other customer facing communication teams for consistent customer messaging
External third parties to ensure effective commercial partnerships are maintained and strong infrastructure support in place

	Text4: 
• Strong knowledge of TfL business rules.
• Knowledge of operating customer contact centres according to best practice and industry standards.
• Knowledge of visitor attractions and tours operating within London 
• Knowledge of workforce performance management in a contact centre and retail environment. 
• Knowledge of the public transport industry.
• Knowledge of Payment Card Industry regulatory requirements.
• Knowledge of social media platforms as a customer service channel
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• Outstanding customer service skills enabling timely resolution of issues by phone, correspondence or face to face
• Proven ability to develop and maintain a high performing, high calibre customer service team
• Proven ability to communicate and engage effectively with peers, team and stakeholders – orally and in writing.
• Ability to proactively plan, manage own and others’ time effectively
• Ability to coach planned improvements and develop individuals towards their future aspirations
  Proactive at trouble shooting and resolving issues through to resolution and solid understanding of local area and tools used.

	Text6: • Experience of leading fast moving customer service teams responsible for handling customer complaint and/or sales contacts
• Experience of improving sales through motivating teams and delivering a positive customer service led approach
• Experience of managing payments and refunds in line with industry standards
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	Text7: Full accountabilities as per:

1. Managing the performance of Customer Service Advisers and Visitor Centre Advisers, ensuring that team support and resolve queries and complaints in a positive, effective and timely manner. This also supporting staff handling sensitive, emergency, safety and excessive noise complaints outside of core hours.

2. Delivering against CCO vision and operational performance requirements, ensuring Visitor Centre service through sales performance levels and contact centre’s service levels are met.  

3. Representing our customers to all areas of TfL, ensuring that the teams provide easily understandable and succinct feedback – in and outside of core hours.

4. Consistently providing support and engagement for contact centre and Visitor Centre advisers through regular and ad hoc coaching, structured one to one discussions, engaging team meetings and briefings so that individuals and team can maximise their potential.

5. Developing individuals to fulfil their potential as future stars of TfL

6. Providing fair and consistent management of individuals and team in line with TfL policies 

7. Monitoring the cleanliness and appearance of contact centre and Visitor Centres, ensuring Health and Safety requirements are met and that all facilities and equipment are either available and in working order or are being swiftly followed up where any maintenance work is required. 

8. Identifying and implementing opportunities to improve the contact centre and Visitor Centre’s quality of service.  Also, using customer and independent feedback to implement improvements in a focused and planned way.

9. Resolving escalated customer issues effectively and ensuring no further escalation of issue.

10. Engaging with colleagues across TfL, external colleagues including Network Rail and third party partners to ensure effective relationships are built for the benefit of team and TfL.  


Full financial impact:
• Responsible for actions and behaviours of Visitor Centre Advisors handling cash and credit card sales and providing customer refunds
• Responsible for actions and behaviours of customer service advisers handling refunds made by bank account, Oyster card or contactless payment card credits 
• Ensuring that self and all responsible staff are aware of financial responsibilities
• Ensuring that contact centre and Visitor Centres remain secure at all times
• Adherence to laid-down procedures regarding ticket issuing, cash handling and control at the counter and in the vicinity of the Visitor Centres
• Oversees completion of daily, weekly and period accounting procedures, ensuring that all monies and value stock are kept secure at all times t all Visitor Centres and are accounted for correctly 
• Consistent monitoring of sales and refunds carried out by team with identification and thorough investigation of any related discrepancies
• Responsible for maximising process and system efficiencies, increasing sales through effective customer service and reducing the cost to serve.



This role may involve some shift work for which appropriate remuneration will be paid.
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