Job Title: Customer Experience Manager
Location: Remote / Hybrid
Reports to: Head of Customer Experience
Department: Customer

Role Overview
The Customer Experience Manager plays a pivotal role in supporting the Head of Customer Experience to deliver a world‑class customer journey. You will be responsible for analysing customer insights, resolving complex support cases, optimising processes, and driving continuous improvement across all channels.
This role blends hands‑on customer interactions with operational problem‑solving, data‑driven analysis, and cross‑functional collaboration. You will turn customer challenges into insights, insights into actions, and actions into measurable improvements that reinforce trust, reduce friction, and improve satisfaction.
Your work directly enables the Head of Customer Experience to execute the company’s CX strategy, strengthen the Voice of the Customer, and elevate operational excellence across the organisation.

Key Responsibilities
1) Customer Support & Escalation Resolution

Handle complex or high-sensitivity customer cases with empathy, clarity, and accountability.
Support the Head of CX by reducing escalations through high‑quality first‑time resolution.
Identify patterns in repeat contacts and proactively surface root causes.

2) Customer Journey Analysis & VoC Insight Gathering

Capture and document customer feedback from interactions, surveys, social channels, behaviour signals, and support data.
Collaborate with the Head of CX to map customer journeys and highlight points of friction or opportunities for improvement.
Contribute to the formal Voice of Customer programme through structured feedback, analysis, and recommendations.


3) Operational Excellence & Process Improvement

Execute and refine workflows, triage models, and case‑handling standards across email, chat, phone, social and in‑app support.
Maintain high-quality documentation: playbooks, SOPs, templates, and knowledge base content.
Support continuous improvement initiatives (Lean, Six Sigma, design thinking principles).

4) Data, Reporting & Insight Generation

Maintain high‑quality case notes and produce operational insights for dashboards and reporting.
Analyse trends in CSAT, NPS, CES, FCR, AHT and escalation drivers.
Provide summaries and insights that support the Head of CX in executive reporting.

5) Technology, Automation & AI Support

Use and provide feedback on AI‑driven support tools, automated workflows, and intelligent routing systems.
Identify opportunities to automate repetitive tasks or reduce customer effort.
Partner with Product/IT teams to test new tools, data integrations, or pilot improvements.

6) Cross-Functional Collaboration

Work with Product, Engineering, Customer Success, Compliance, Legal and Operations to raise defects, track issues, and close feedback loops.
Join root‑cause analysis sessions and help quantify customer impact.
Communicate customer needs clearly and constructively across teams.





7) Quality Assurance & Knowledge Management

Perform QA checks on customer cases to ensure consistency, empathy, and adherence to standards.
Maintain, update and enhance knowledge base articles and internal documentation.
Support training of new team members in best‑practice customer service.

8) Risk, Compliance & Privacy

Handle sensitive or regulated customer cases with discretion and adherence to compliance frameworks (e.g., GDPR, PCI DSS).
Identify compliance risks and escalate appropriately.
Follow secure data-handling procedures at all times.

9) Incident & Crisis Support

Assist in customer communication during major incidents or service disruptions.
Contribute to post‑incident reviews with precise case data and customer feedback.
Help document preventative actions and track follow-up.

Key Metrics for Success
(Aligned directly to the Head of CX’s leadership metrics)

First Contact Resolution (FCR)
Escalation rate & repeat contact rate
CSAT, NPS & CES improvements
Quality Assurance (QA) scores
Accuracy & maintenance of knowledge base content
Reduction in defect‑related tickets
Contribution to product improvements
Timeliness & clarity of case handling
Data quality & insight contribution to CX reporting



Key Attributes

Empathy & Customer-First Thinking – Delivers fair, thoughtful and human-centred support.
Problem Solver & Analytical – Quickly identifies root causes and suggests solutions.
Structured Communicator – Clear, concise, and able to simplify complex topics.
Process-Oriented – Follows standards while looking for ways to improve them.
Calm Under Pressure – Effective in escalations or sensitive customer situations.
Collaborative – Works seamlessly with cross-functional teams.
Accountable – Owns outcomes and closes the loop.
Data-Driven – Comfortable working with metrics, dashboards and insights.
Curious & Improvement-Minded – Constantly looking for better ways to serve customers.


What Success Looks Like (6–12 Months)

Reduction in escalations through high‑quality resolutions and proactive insight‑sharing.
Consistently high QA scores and customer satisfaction metrics.
Clear contribution to resolving root causes and eliminating repeat issues.
Well-maintained knowledge base and operational playbooks.
Meaningful collaboration with Product & Engineering, leading to customer-led improvements.
Reliable, high‑quality data and insights that strengthen CX reporting.
Positive impact on team culture, customer empathy, and continuous improvement mindset.






