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The Highfield Group
Job Description

Customer Support Manager (Compliance Specialist)
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JOB DESCRIPTION
	Job Title
	Customer Support Manager (Compliance Specialist) 

	Responsible to
	Head of Customer Support

	Responsible for
	N/A



[bookmark: _Toc80177442]JOB PURPOSE
To provide direct support and advice to new and existing Highfield customers in relation to utilising compliance qualifications and associated products and services.

To secure new customers to increase Highfield’s market share in the short course and compliance markets.

[bookmark: _Toc80177443]MAIN RESPONSIBILITIES
Provide direct support and advice on short course/compliance provision to the Customer Support team and Business Development team including guidance on customer queries and opportunities. 

[bookmark: _Hlk178936948]Identify opportunities to identify and engage with new customers for Highfield’s short course/compliance provision and take steps to secure new business.  

Maintain a relationship with identified key short course/compliance customers to support specific queries and identify opportunities to improve our service levels and increase our sales. 

Respond to inbound sales leads to support the onboarding of new customers to Highfield. 

Contribute to the creation of effective Social Media presence in relation to the core short course/compliance qualifications. 

[bookmark: _Hlk178937287]Provide subject matter expertise to support developments, revisions and updates in Highfield’s product and qualification offer. 

Deliver appropriate briefings and training to colleagues to support their knowledge and development. 

Deliver the highest level of customer service.

Represent Highfield at trade, networking and promotional events.

Required to travel and stay overnight where appropriate.



[bookmark: _Toc80177444]SKILLS AND EXPERIENCE
Customer Service, customer service and customer service.

In depth knowledge and experience of the short course/compliance training delivery market. Experience of delivering training and supporting end users and businesses to utilise short course/compliance programmes.
[bookmark: _Hlk178937227]Expertise in delivering training in Food Safety, Health and Safety, First Aid, Alcohol Licensing or Security.

[bookmark: _Hlk178937046]Experience of client management and a track record of maintaining effective working relationships with clients at all levels.

Outstanding communication skills.

Ability to interface at senior and operational levels within a client community.



[bookmark: _Toc80177445]POST HOLDER’S OBLIGATIONS 
To carry out their duties having full regard for “The Highfield Group Way of Working” (please see below).

To carry out their duties in accordance with the Highfield Group Diversity and Equality policy and in compliance with the Health & Safety at work etc. Act 1974 and any subsequent and relevant health & safety legislation.

The timely and professional dealing with general enquiries in writing, by email or over the telephone including the taking of messages and the accurate recording and, if necessary, the dissemination of all relevant information.

To competently use all office equipment and relevant software programs including Microsoft Office (Word, Excel, PowerPoint, Outlook), Highfield Group web database, and CRM software.

These duties are neither exclusive nor exhaustive and the post holder may be required to undertake other reasonable duties and responsibilities without changing the general character of the post.

[bookmark: _Toc80177446]THE HIGHFIELD GROUP WAY OF WORKING
Think customer;
Be passionate about our products and services;
Be a team player;
Accept responsibility for your actions;
Be enthusiastic, honest and confident;
Listen and learn and respect confidentiality;
Be loyal and committed to the Company and your future within the Company; and
To respect all members of the team.

[bookmark: _Toc80177447]THE HIGHFIELD GROUP’S COMMITMENT TO YOU
To build on your strengths and develop your skills;
To recognise the value of your contribution; 
To respect the balance between life and work; 
To maintain confidentiality;
To provide excellent working conditions; and 
To reward loyalty, commitment, innovation and outstanding performance.
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