LIBERTY LEISURE LIMITED

PERSON SPECIFICATION

CUSTOMER SERVICE LEADER
	
	Requirements


	E/D
	Measure

	Personal Skills
	· Able to use initiative and problem solve – listen and respond to customers and deliver solutions

· Customer focused, friendly, approachable and polite personal manner, with excellent customer care skills

· Able to remain calm, efficient and professional whilst working under pressure
· Able to deliberately and thoughtfully consider relevant factors and make decisions

· Enthusiastic team player with excellent communication skills (written, verbal and body language)

· A proactive, positive, can-do attitude

· Forward thinking, conscientious, well organised with ability to plan ahead

· Ability to communicate effectively with a wide range of audiences using a variety of communication channels
· The ability to effectively promote, market and sell the services
· Ability to influence and motivate others within the sales process
· The ability to deal with customers’ queries and concerns with tact and sensitivity
· Ability to control discipline and behaviour within the workplace
· Good literacy and numeracy skills
· Capable of multi-tasking
· Capable of prioritising tasks
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	Experience
	· Proven track record in a busy, customer oriented environment / dealing with the general public
· High quality, customer focused approach to all tasks
· The ability to work with minimal supervision
· Supervision of people using the facilities
· Supervising colleagues 
· Sales processes, influencing a customer to buy and closing sales
· Generation of leads and increasing business with a long term objective of helping customers achieve their goals

· An understanding and appreciation of how health and safety considerations may impact on leisure operations
· Accepting payments for goods & services via different payment methods. Operating within secure, financial procedures.
· Front of House service, operation of a computerised booking system, use of Leisure Management software, member databases and Point of Sale (POS)

· Social media interactions, app and email correspondence with customers

· Accurate recording of information
· Working with difficult customers to resolution 
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	Qualifications


	· NVQ in Customer Care or similar
· Customer Sales training
· GCSE Maths & English
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	Knowledge
	· Direct Debit, membership systems, sales and retention processes
· Knowledge and understanding of the services available and benefits of health and fitness
· Good understanding of high quality customer care
· Normal Operating Procedures and Emergency Action Plans relating to Front of House, swimming pools and gyms

· Clear understanding of the customer journey

· Health and Safety procedures within a leisure environment

· ICT including leisure management software, apps, email and familiar with social media

· Sales techniques

· Awareness of Safeguarding principles and reporting procedures
· An understanding of equality and diversity
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	Special Requirements
	· Be able to take on the Operations Supervisor’s role when needed 
· Have a passion and a genuine desire to develop, help and support others 

· A commitment to ongoing training, improving personal skills and continuous professional development

· A flexible approach to work as early mornings, evenings & weekend work will be required, with the ability to cover holidays and staff sickness

· You will be required to complete a Disclosure & Barring Application (DBS) if offered the position
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	Car allowance
	This post does not carry a car user status


Measurement:  
1.  From application form

2.  Test after shortlisting




3.  At interview


4.  Documentary evidence

5. Other (please specify)
	
	Name
	Signature
	Date

	Person specification written by:
	Paul Woodward
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Unknown IF  = "Manager" "Enter manager's name then sign after printing." "" 

	31.01.22

	Person specification agreed by
	
	Unknown IF  = "Post Holder" "Enter post holder's name then sign after printing." "" 

	


	Additional notes for JE/HR.


