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Customer Service Team Leader

ABOUT LAND ENERGY

Land Energy is the UK’s leading biomass energy company, producing high-quality wood pellets, briquettes  and natural living soils. Based in Girvan, Ayrshire, in the heart of south-west Scotland, we are at the forefront of sustainable energy innovation - delivering Real Environmental Gain in everything we do.

Our low-carbon briquette factory perfectly complements our existing state-of-the-art wood pellet production plant. With a secure UK supply chain, we’re proud to offer the best and most sustainable wood pellets and briquettes available in the UK today.

Our natural living soils products provide a sustainable alternative to synthetic fertilisers, serving the agricultural, forestry, horticultural, home and garden centre sectors.

We offer exciting career opportunities within a growing, progressive business that presents a wide variety of challenges and cutting-edge technologies.

At Land Energy, we operate a high-performance biomass Combined Heat and Power (CHP) plant equipped with an Organic Rankine Cycle turbine, along with a 100,000-tonne wood pellet production facility. Our new wood briquette production line produces 45,000 tonnes annually.

At Land Energy, Health and Safety is every person’s responsibility. A safe working environment and following safe working practices is standard practice for all employees. We expect a proactive, positive and constructive attitude to all Environmental, Health and Safety.
We’re a team of curious, forward-thinking individuals who never settle for the status quo. We’re always looking for new ways to improve our products and processes. You’ll need to be comfortable in this environment, whilst maintaining a strong team ethos.
The Role
Reporting to the Head of Packaged Goods, the role is key in leading and optimising the customer service and sales operations function, ensuring the delivery of a high quality, efficient and customer-focused service. 

The role is responsible for managing and developing the team, driving performance against key KPIs and maintaining strong relationships with customers and external partners. 


What you’ll be doing:

Leadership & Team Management

· Line manager responsibilities for the Customer Service Agents including, but not limited to, conducting Performance Reviews, informal disciplinaries and probation reviews.
· Mentoring, coaching and development of the Customer Service Agents.
· Oversee all aspects of staff recruitment, development & retention.
· Lead, coach & mentor our customer service team
· Foster a positive, collaborative, customer-centric culture based on continuous improvement
· Be prepared to be hands on, this role requires leaders to lead by example.

Customer Experience & escalation handling 

· Act as escalation point for complex or high impact customer issues
· Ensure customer interactions consistently meet service standard & brand values
· Analysis of customer feedback & complaints to identify trends & improvement opportunities 
· Implement initiatives to enhance customer experience.
· Setting customer satisfaction targets & working with the team to meet these.


Operational Management

· Oversee day to day service operations across all channels (phone, email, websites)
· Ensure effective workforce planning, scheduling & resource allocation
· Maintain & optimize service processes based around SOP’s policies & workflows
· Ensuring compliance with internal policies, data protection rules & industry regulations
· Working with various suppliers to ensure their KPI’s are being met
· Managing stock levels in external stores


Performance monitoring & reporting 

· Managing & reporting KPIS
· Identify issues affecting service quality & implement corrective actions
· Use data insights to drive continuous improvement initiatives.

Strategic planning & cross-functional collaboration

· Review current & ensure relevant processes, protocols & guidance are in place to deliver an efficient & effective service
· Supporting accounts department with debt collection
· Collaborate with sales, operations, accounts & other teams to improve customer experience & resolve systemic issues.
· Manage & implement customer service systems such as payment platforms & Sage.
· Lead / support departmental projects


What we’re looking for:

· Experience managing customer service teams

· Previous experience with Sage
· Strong Written & verbal communication

· Organized, Proactive & ability to manage multiple projects.

· Solid organizational skills

· Exceptional communication skills with the ability to foster strong supplier relationships

· Strong attention to detail with a clear understanding of brand constituency

· A forward-thinking mindset with an interest in sustainability & continuous improvement


What We Offer:

· Competitive salary based on experience
· Supportive and collaborative work environment 
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