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PERSON SPECIFICATION (PS)
This form lists the essential and desirable requirements needed in order to do the job.

	Job Title: 


	Customer Care Team Leader (Accounts)
	Job ref no:
	CSS-0065-25-A

	Grade: 


	5
	Department:
	Clinical Sciences & Services, Queen Mother Hospital for Animals

	Accountable to: 
	Client Services Manager
	Responsible for:

	Accounts - Client Services Coordinator team

	PS created by/ or reviewed by:
	Michelle Bhogal
	Date PS created/ reviewed:
	10/11/2022


	Evidence

	Competency
	Essential
	Desirable

	Knowledge & Experience

	GCSE pass standard or equivalent in English Language and Mathematics.
Previous Leadership experience, dealing with line management within a customer focused environment.

Working in an Accounts Environment, closing Month end, Invoice queries, Accounts reporting, Claims processing, Aged Debt
Self-motivated, flexible, hard-working, approachable, good communicator - both written and orally, resilient.

Competent user of Microsoft packages, specifically Word, Excel and Outlook.

	Previous Team Leader experience, Veterinary / Medical environment.

NVQ Level 3 or equivalent qualification or experience in Customer Service.

Coaching and Mentoring skills

	Communication 
Communication
	A high standard of spoken and written English and the ability to communicate clearly and effectively.

Ability to use tact and discretion when dealing with sensitive issues.

Believes that all customers deserve respect, honesty and a fair outcome to any issues and understands how to provide this professionally.  

Understands the importance of and is able to maintain customer confidentially.
Experience dealing with customer complaints.
	

	Service Delivery 

	Experience of leading and contributing to effective service provision in a flexible team environment, as well as ability to act on own initiative with minimal supervision.

Show personal responsibility for ensuring resolution of customer issues involving cross-functional issues and acts as an escalation point for their team.

Understands how their role and that of their team might impact current & future business.

Shows determination to resolve issues and achieve the best outcome for customers, their team, the department and the business.
Ability to investigate and respond effectively to client queries and complaints.


	

	Teamwork & Motivation
	Proven ability to lead and build positive learning culture which supports, motivates and develops others, actively recognising achievement and addressing underperformance.

Understands the different learning styles and what this means in coaching their teams.  Can give examples of how they have developed others.

Experience of the implementation and management of change initiatives.  Can identify an example of where they have put forward an idea that has been taken up by the business.


	

	Liaison & Networking 

	Ability to relate to people and build effective working relationships within and across teams.


	

	Initiative & Problem Solving 

	Ability to deal with complex issues such as resolving problems that have no immediate obvious solution.

Able to make effective decisions in a timely manner.


	

	Planning and organising resources

	Ability to prioritise and distribute workload effectively within a team.
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