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SENTINEL HOUSING ASSOCIATION 
 
1. Job Title: TEAM LEADER (Customer Service Centre) 
   
 Department: CUSTOMER SERVICES 
   
 Section: CUSTOMER SERVICES 
   
   
2. Main Purpose of Job 
  
 (a) Organisation and supervision of the staff and the services provided by the 

Customer Service Centre in offering a one stop shop service of quality and 
excellence. 

   
 (b) Monitoring, evaluating and reviewing services offered in order to maximise the 

efficiency and effectiveness of the service. 
   
 (c) Assist the Customer Services Manager with the development of the Customer 

Service Centre and the delivery of set key performance indicators. 
   
3. Position in Organisation 
  
 Job Title of immediate Supervisor:  Customer Services Manager 
  
   Staff  

  Direct Reports 10  

  Total Managed 10  

    
4. Main Responsibilities and Duties 
  
 (a) Supervision of the Customer Service Centre (CSC) staff in order to provide an 

efficient, responsive and customer focused service. 
   
 (b) In conjunction with the Customer Services Manager, initiate, implement and 

review procedures in order to maximise effectiveness and assist with the 
development of the service. 

   
 (c) Attend sectional and other meetings as required and conduct regular staff team 

meetings and individual one to one meetings and annual appraisals. 
   
 (d) Attend meetings, training courses, access all areas of the Intranet, read any 

publications/leaflets produced by the Association to keep up-to-date on all of the 
Association’s functions 

   
 (e) Effectively supervise and review all procedures relating to the work of the CSC in 

order to ensure that the service is operating efficiently and effectively. 
   
 (f) Compile and maintain as required, reports and statistics on the operation of the 

CSC and share the information with the team/Customer Services Manager as 
and when necessary including the up-dating of Performance Indicator 
Management System. 
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 (g) Day to day management, coaching and development of the CSC and staff in 
accordance with the operational policy to ensure that key performance indicators 
are met and quality of service is maintained. 

   
 (h) Organise, prepare and maintain rotas/induction programmes for the deployment 

of all CSC staff and participate in these duties, to ensure the service is fully 
manned and operational at all times. 

   
 (i) Maintain records in relation to all of the operations of the CSC. 
   
 (j) Identify and make recommendations for improvements to the CSC in order to 

maximise resources. 
   
 (k) Ensure that the receipt of requests for repairs and inspections is well organised 

and that the repairs system, together with related admin functions, is properly 
controlled and communicated to the Neighbourhood Services section. 

   
 (l) In the absence of the Team Leader (CommuniCare) assist with the deployment 

and supervision of the CommuniCare staff. 
   
 (m) Undertake such other duties allocated by the Chief Executive commensurate 

with the grading of the post. 
   
5. Special Features 
  
 The post holder will be required to participate with the operational staff in the day to day 

provision of the service to ensure continuity and to maximise a comprehensive service 
which could, on occasions, result in working outside normal office hours. 

 In the event of staff shortages, the post holder will be expected to assist by answering 
calls in relation to the CommuniCare Service. 

  
This document sets out the main dimensions of the job it describes.  It does not define all 
individual tasks, which may be expected to change from time to time to meet operational needs. 
 
Signature ............................................................... Date .......................................................... 
      Job Holder 
 


