	Job Description / Specification

	Job Title:
	Post Order Team Leader

	Reporting to:
	Post Order Services Manager

	Department:
	Post Order Team

	

	Organisation Structure

	


	Purpose of the Position

	The Post Order Team Leader will play a crucial role in ensuring the delivery of exceptional customer experiences and the continuous improvement of our customer service operations in line with our commercial vision and organisations objectives.  
You will play a pivotal role in overseeing day to day management of the customer experience team, ensuring efficient collaboration, in order to deliver successful projects on time.
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	Key Responsibilities

	1.

	Responsible for leading the Customer Service and Projects teams in line with the business core values and strategy

	2.
	Support the development and implementation of a customer experience strategy aligned with business objectives working with department manager.

	3.
	Ensure the effective delivery, communication, and execution of all customer orders/projects

	4.
	Monitor service levels and implement strategies to gain effective customer feedback to review our customer experience.

	5.
	Ensure timely and effective resolution of customer issues and escalations.

	6.

	Create and maintain key KPI’s measuring set departmental goals and taking necessary actions towards continuous improvement

	7.

	Conduct daily team scrum meetings capturing key customer/project issues and ensuring resolution

	8.

	Conduct monthly team meetings with Customer Service and Projects team to discuss team processes and opportunity for improvements

	9.
	Responsible for ensuring day to day administrative operations of the customer service and projects team, including TMS, absence reviews, return to works and probation reviews within a timely manner.

	10.
	Conduct regular reviews and provide coaching to team members through pegbook reviews and PCI’s.

	11.
	Facilitate continuous learning and skill development within the team. promoting professional development and growth.

	12.
	Book and complete one customer/site visit per month 

	13.
	Conduct regular and proactive meetings with Production Planning & Scheduling team leader/manager and RSM’s to discuss overall performance and opportunity for improvements

	14.
	Extraction and manipulation of data where required to analyse and problem solve, with a view to improving customer service and projects effectiveness and efficiency.

	15.
	Proactively communicate with the Planning Manager any issues/concerns that will impact the customer order/project success.

	16.
	Commercially assess project pipeline, understanding key project milestones to support business decisions such as forecasting and capacity planning

	17.
	Collaborate with cross-functional teams to implement improvements, conduct root cause analysis of customer issues/concerns and put in place corrective actions

	18.
	Identify opportunities for process improvement and optimisation within the customer experience lifecycle.

	19.
	Provide support and cover for other roles within the department throughout training and periods of colleague absence.




	Specific Skill Requirements

	
	Essential
	Desirable

	





Education
/ Technical Skills
	· Relevant experience of leading & managing a customer services function working in an electrical product and/or construction related product industry. 

· Minimum of 5 GCSE’s grade 4-9 (A-C) or equivalent. 

· Highly competent in IT systems including Microsoft Office programs. 
	· Experience of using SAP and Microsoft Dynamics

· ILM qualification in leadership

· Driving License


	






Behaviors
	Curious Creators
· Positive attitude to new innovation and change and actively contributes ideas and solutions to improve business processes.
· Customer focused attitude with a strong desire to enhance the customer experience.
· Adapts effectively to changing priorities, maintaining focus and productivity in a dynamic environment.
· A problem solver with decisive decision making who is able to influence at all levels of the stakeholder chain. 

Committed Together
· Listens to and treats colleagues and customers with respect.
· Builds and maintains strong internal and external relationships to support effective collaboration.
· Communicates confidently with stakeholders to clarify requirements, manage expectations, and meet agreed timelines.
· Works effectively as part of a team while also taking responsibility and having the confidence to make their own decisions.
· Ability to anticipate the potential areas of conflict, with the ability to manage/diffuse situations effectively.

Aim Higher
· Demonstrates a commitment to continuous improvement and personal development.
· Self-motivated with the ability to work under pressure.

	

	Written By:
	Danielle Howarth
	Date: April 2026




Post Order Services Manager


Post Order Team Leader


Project Controller


Customer Experience Advocate


Projects Team
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