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Job Description

	NAME:                
	

	
	

	JOB TITLE:
 


	Team Leader

	GRADE:    


	Level 4         

	REPORTS TO:  
	

	
	

	LOCATION:     
	Swansea


	Purpose
To effectively lead, motivate and manage the smooth running of an assigned team whilst maintaining optimum efficiency and control of costs in line with the Company business plan. Responsible for the achievement of individual and team targets and objectives whilst constantly striving to improve service and quality standards. Create an atmosphere amongst employees of professionalism and behaviours attributed to the company values. 

	Key Responsibilities
· Plan, organise and lead the team to achieve the highest levels of effectiveness and service within budget whilst maintaining quality standards. 

· Promote a culture of communication and employee engagement which is instilled into everyday activity.

· Delegate effectively to ensure each team member is adequately resourced and that work is allocated according to experience and developmental needs of individuals to meet business standards and requirements.
· Develop and coach the team ensuring that levels of competence are in line with role requirements including identifying and implementing staff training needs and mandatory regulatory requirements.
· Manage team member performance through regular 121’s, team meetings and performance reviews. Proactively identify and address poor performance issues, advising on scope for improvement, enforcing effective discipline and ensuring a clear development plan exists for all employees within the team.
· Ensure review/monitoring of team to meet key performance targets for the specialist area and taking appropriate action to support and encourage team to exceed their individual and team KPI’s. Produce reports and statistics for wider publication.
· Provide support to Line Manager where appropriate assisting in the production and submission of MI.
· Responsible for understanding and applying all company policies and procedures to ensure service standards are met in accordance with internal service levels agreements including FCA/PRA/DPA requirements.

· Monitor communication with customers and service providers ensuring that all established standards are met or exceeded.
· Ensure complaints are handled efficiently and effectively in compliance with Group complaint procedures, taking appropriate action to address issues raised whilst seeking root cause solutions.
· Lead by example in identifying and achieving continual quality, business and performance improvement opportunities. 

· Manage absence e.g. return to work interviews, holiday allocation

· Participate in the recruitment, selection and on boarding processes of team members. 
· Identify trends and remedy of any recurring or systemic problems.
· Support cost saving initiatives with the aim of minimising leakage.
· Contribute to and follow at all times, the company policy on Treating Customers Fairly (TCF) ensuring it is a part of the organisations culture and behaviours.
· Contribute to culture change throughout team and peer groups to ensure alignment with the organisations desired culture through adopting appropriate behaviours.

· Embody and exemplify the ERS values in all aspects of day to day activity. 
· Undertake all other duties as reasonably required and directed.
Product & Technical Knowledge

· Technical knowledge of ERS product range including understanding of the coverage provisions, exclusions and conditions of our product wordings.
· Excellent understanding of the legal principles of insurance and insurance contracts.
· Excellent knowledge of the legal, regulatory and compliance provisions that apply to your product range, distribution channels and market or technical field in which you operate.
· Detailed knowledge of ERS internal structure, operational practices and processes.
· Proven track record of managing resources to optimise the balance between service delivery and operational efficiency.
· Working knowledge and experience of operating in our chosen distribution channels including the main operating models of brokers and other distribution partners.
      Skills & Competencies

· Strong interpersonal and relationship building skills

· Developed and proven people management and leadership skills
· Motivated and driven to exceed all key performance indicators 

· Results driven 

· Articulate and numerate

· Significant focus on delivery of a first class customer experience

· Team player

· Strong relevant technical knowledge 
· Works with a high degree of accuracy in all tasks
· Highly organised demonstrating  a clear ability to prioritise and deliver on allocated work loads
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