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	Job Title
	Customer Resolutions Manager 
	Job Family
	

	Grade
	N/A
	Reports to
	Head of Customer Success

	Location
	Swinton
	Team Size
	[Number of direct reports to be confirmed]




	Vision for the role

	
The Customer Resolutions Manager is accountable for ensuring that quality customer outcomes and solutions are consistently delivered across the business. Leading and developing a team, the role holder will support internal and external customers by providing a superior experience in problem management/resolution and complaints management, ensuring that, in these key moments of truth, they are handled in line with our vision, values and policies. You will be a role model for excellent customer experiences and, critically, will operate as a trusted partner to senior stakeholders across the business – influencing at all levels to ensure we deliver meaningful resolutions for our internal and external customers. You will be a customer champion and advocate, using insight, data and root cause analysis not only to resolve individual issues, but to feed intelligence back into the business that drives meaningful, lasting change for our customers.

This role is critical in making a genuine difference to our customers, ensuring we resolve issues, stop recurrence regardless of where the issue has occurred, and translate what we learn into systemic improvements that raise the bar for our wider customer base. Leading and inspiring a team, and partnering with colleagues and senior leaders from across the business, no two days will be the same and you can be sure that it’s a stimulating and engaging role at the very heart of our customer agenda.



	

	Role Accountabilities and responsibilities:

	[bookmark: _Hlk6227207][bookmark: OLE_LINK1]
· Take the lead in prioritising and solving problems for our customer in tangible ways which genuinely prevent recurrence for individual and/or multiple customers
· Build and maintain trusted relationships with senior stakeholders and leaders across the business, influencing at all levels to drive through resolutions to the issues impacting our customers.
· Act as the voice of the customer at a senior level, translating insight, trends and root cause analysis into clear, compelling recommendations that feed back into the business and drive meaningful, lasting change for our customers.
· Own and shape the strategy for problem and complaints management, taking a proactive, insight-led approach that prevents recurrence at scale and continually raises the standard of customer experience.
· Lead, coach and develop a high-performing team, setting clear direction, managing performance and building the capability to consistently deliver quality customer outcomes.
· Embed a culture of customer advocacy, support and have a determination to use insight to deliver the best possible customer outcomes
· Provide end to end ownership and support in the resolution of critical and customer problems/escalations
· Partner with the senior leadership team to continually review and reshape our customer journeys, identifying and championing strategic improvement opportunities.
· Drive customer experience benefits and improvement through focused, proactive root cause analysis and insights 
· Support on the production and completion of accurate and timely delivery of insights, MI and KPI packs, complaints/escalations root cause information (as requested/agreed.)
· Ensure incidents and breaches are recorded, communicated and actioned in a timely manner 
· Be a visible, active, and collaborative colleague, role-modelling excellent service delivery and customer experience outcomes.
Essential Skills:

· A strong customer-first attitude and experience of customer relationship management
· Proven experience of leading, coaching and developing a team to deliver high-quality customer outcomes
· Demonstrable experience of managing complaints and escalations in a similar customer-focused environment
· A strategic thinker, able to see the bigger picture and turn customer insight into meaningful, lasting business change
· A strong communicator at all levels of the business 
· Attention to detail and able to interpret information, make sound decisions and take ownership of issues through to resolution.
· Excellent interpersonal and communication skills, both written and oral. A good team worker.
· Organised, with great time management skills and an ability to work flexibly to meet business deadlines.
· Effective stakeholder management, with proven ability to build relationships with, influence and challenge senior stakeholders, both internally and externally
· Knowledgeable about the scope and range of products and services across Moorepay. 
· Highly organised with the ability to manage multiple competing priorities
· A results-driven individual who is commercially astute
· Strong presentation skills and the ability to present information to a wide audience at all levels
· Capable of working under pressure and to measurable KPIs
· Personal flexibility, a hands-on approach and the ability to influence others to achieve results 
· Analytically strong with ability to challenge and think outside of the box
· Ability to interpret information, identify risk and provide feedback in a clear and concise manner.


	


	People Leadership / Team Leadership:

	
About you:
· This role has direct line management responsibility, alongside strong influencing skills across the wider business.
· Lead, coach and develop your team, setting clear direction and objectives, managing performance and building capability to deliver consistently excellent customer outcomes.
· Role-model our values and create an inclusive, high-performing culture in which your team feels supported to do their best work.
· Build trusted relationships with, and influence, senior stakeholders across the business to drive meaningful change for our customers.





	Special Circumstances / Other Requirements e.g. travel requirements, working arrangements etc

	Sector / role experience of 5+ years, including proven experience of leading a team and of managing complaints in a similar environment

Travel to Moorepay offices will be required as part of the role.




	About Zellis

	
Zellis is the leading provider of payroll and HR solutions for the UK and Ireland.
Together with Benefex and Moorepay, we form the Zellis Group, serving a vast array of companies across every vertical and industry.

Our purpose is to make people feel appreciated for the work they do – through precision, choice, and magic.

Our history
We have over 50 years of heritage and industry experience – and we’ve been ahead of the curve throughout. More than half a century ago, we were founded as Peterborough Data Processing. Quite a lot has changed since then – not least our name.
We were acquired by Northgate, becoming NorthgateArinso in 2007 and NGA Human Resources UK and Ireland in 2014, where we were joined by Moorepay. In 2018, the UK and Ireland division was sold to Bain Capital and now we operate as a standalone company.
After acquiring Benefex, we’re now even better equipped to serve the complex needs of our customers.

Our vision
Our vision is to be the clear leader in pay, reward, analytics, and people experiences. There’s nothing more important to us than building trusting and beneficial relationships with our customers, using our size, scale, and breadth of experience to offer tailored solutions that precisely meet their business needs.

We design solutions that keep our customers ahead of change as they navigate the regulatory complexity and workforce uncertainty which exists in today’s business landscape. At the heart of everything we do are our highly qualified payroll and HR experts, who are committed to delivering first-class customer service at all times.

We’re proud of our culture
At Zellis we work hard to create a culture where people want to join, belong to, and be part of a progressive organisation. We’re committed to recruiting and retaining a diverse and inclusive workforce that is representative of the customers we serve and the communities we operate in.

Our values, which were defined with input from all of our 2,000 colleagues, are not empty words on a poster. They reflect who we are, and how we operate as a business.









	
Making People feel appreciated for the work they do.
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Our values...
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Unstoppable together

We work together to

achieve amazing results.

We are inclusive,
celebrating differences
and respecting others.
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Always learning

We build expertise in
ourselves and others.

We are dynamic, always
looking for better ways.
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Make it count

We work with precision
and pace.

We take ownership for
what we do and how we
do it matters.
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