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Team Leader Job Description H3G

Recruitment Line 0844 884 3499
Job function Home Working Outbound Team Leader
Reports to Sales Operations Manager
Location UK Wide
Hours 42.5 hour week shift

Monday to Friday — 12.00pm to 9pm
Saturdays — 10am to 4pm
Sundays — 10am to 4pm

Level Managerial

Job purpose
The main purpose of the job is to:

Deliver the team sales target

Deliver the required volume of effective coaching

Deliver client service level agreements and KPIs

Manage and motivate the sales and quality performance of ateam of up to 15 Sales Advisors
Ensure Advisors are delivering individual sales targets

Maximise productivity

Report and distribute management information highlighting areas for improvement and those of concern
and opportunity

Recommend and implement operational process and platforms improvement

Appraise and develop staff

X Work towards and implement best practice

X X X X X X X

xX X

Person Profile

X Minimum of five years work experience

X Minimum A’ Level education or equivalent (degree desirable)

X Successful management experience of a telephone based sales team, ideally within the Telecoms
industry

Ability to lead and manage teams who are goal oriented in a team environment

IT literate (CRM and Web)

Confident and influential communicator at subordinate, peer and management level
Good managerial, operational and organisational skills

Team oriented

Well presented with a positive, proactive and professional approach

Sense of responsibility and integrity

Ability to manage difficult situations and the stress associated with them

X X X X X X X X

Job Specification

Key Responsibilities
Contribute ideas and suggestions to help VMO to grow, develop its offering and achieve best practice

1. Coach, Motivate and Support through  a coaching culture ;

Coach each advisor for a minimum coaching session per week documented (KEY OBJECTIVE)
Complete the weekly coaching report (100% report)

Attend at least one monthly calibration session

Achieve 80% completion of the team monthly quality quiz and a team score above 90%

Deliver a coaching support plan for an advisor below 75% of sales conversion target

X X X X X
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2. Manage and develop a team of Sales Advisers to deliver targets and objectives including;

(i) Sales Performance

x Sales target ownership
Sales volume (KEY OBJECTIVE)
Sales conversion rate (KEY OBJECTIVE)
Average Value Order rate (KEY OBJECTIVE)
Sales productivity

X X X X

(i) Communicate results to team via buzz sessions and 2-hour performance management
(iii) Attendance and Timekeeping

(iv) Quality and Training
x Develop Advisor sales skills
x Brief and train staff on new promotions
x Deliver quota of Call Quality Monitoring and feedback — via call recording, remote or SBs
x Identify coaching needs and deliver coaching sessions

(v) Administration

Send daily, weekly & monthly team reports
Completion of the 100% report weekly

Feedback to QAV

Prepare and deliver team monthly deep dive pack

x

X X X

3. Business reporting

X Creating and publish reports detailing all aspects of team performance
X Meet with and review results with Operations Sales Manager on a weekly basis

4. Human Resources and Personnel Management

Participate in the recruitment and interviewing process

Communicate regularly with team — buzz sessions, 2 hour performance management
Carry out One2one reviews

Carry out Individual Appraisals

Carry out review and disciplinary meetings

Return to Work Interviews

X X X X X X

5. Virtual Model Office Environment

Maintain high motivation levels utilising VMQO's enabling tools
Maintain a friendly competitive environment

Implement team initiatives

Implement team incentives

X X X X

6. Other

x Carry out any other duties as required by the Company
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Technical Requirements
VMO does not provide any equipment to set up your home working station or environment

Computer Requirements:

X

x

X X X X X X

A personal computer with at least a 1 GHz Pentium Ill processor or better

A reliable DSL or Cable Modem connection to the internet (minimum 2MB speed and you must be
connected to your router through your LAN cable as no wireless connections will be supported)

A minimum of 1 GB of RAM Memory

Windows XP (we do not recommend the Home Edition)

Office 2003 or 2007

Internet Explorer 7 or above

A minimum of one USB port (USB version 2)

It is compulsory that a DSP (Digital Sound Processing) headset is used, these headsets are designed for

VOIP applications and will provide the best quality - VMO will recommend the type of headset and where
to buy them (approx cost about £30).

System configured to Microsoft's recommendations as outlined on their “Protect Your PC Web Site." These
steps include:

X
X
X

X
X

Windows Update enabled and configured to update automatically
Windows standard firewall enabled on systems where it exists

Anti-Virus software installed and configured to automatically update (please refer to Microsoft's website
for instructions on securing your system)

A monitor capable of displaying at least 1024 X 768 pixels

A sound card installed

Remuner ation Package

X X X X

x

Salary — £16,600 per annum

Bonus — uncapped though on target is £12,000 per annum

20 days holiday plus 8 statutory holidays per annum based on a 42.5 hour week

Remember your are working from home so no more travelling costs (£5) or expensive lunches (£5), we
estimate this is an additional enhancement to your package of £2,600 per annum

Free Membership to Employee Pulse, our online rewards and incentive scheme

Discounted Health Care

There will be a three month probationary  period for this role.
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