	Responsible for :        Delivering Customer Service to meet SLA expectations 
Reports to :                 Global Service Account Manager

Controlled Function : To be determined



	Principal duties and responsibilities
1 Leadership

· Drive and manage business meetings with clear objectives and goals being obtained. 

· Strong communication skills with the ability to work at all business levels. 
· Taking a lead in delivering customer service management that meets the highest standards. 
· Manages own time to meet agreed targets and customer deadlines. 
2 Business Operations

· Capacity Planning and Demand Management  - Provide customer capacity analysis into Operations and QC to ensure that sufficient system capacity is available at all times to meet the current and future agreed demands of business needs. 

· SLA Management – To ensure that delivers the agreed levels of service to the customer with any non-conformance being reported, reviewed and deliver plans to improve the service. 

· Service Delivery Reporting – Provide accurate reports and analysis of SLA targets to confirm Service level targets have been met including incident and problem reporting. 

· Incident Management – Manage, record and act upon Incidents reported by the customer to restore the agreed service to the customer as soon as possible. Be responsible for regular communications with the customer to advise progress of the incident until closure and full service is restored.  
· Problem Management – Proactively identify and analyse the cause of incidents and manage a process to prevent future problems. Communicate problem resolution across Operations to ensure the problem is not replicated with other services. 

· Customer Satisfaction – Drive other divisions to ensure that we continue to deliver a world class Service Management solution at all times. 

· Successful service delivery - SLA achievement and high level of customer satisfaction. 
· Proactively act to understand client needs and identify solutions to enquiries/requests. 
· Identify key issues and develop solutions to resolve them. 
Managing Resources

                      

· Sharing knowledge and expertise within the team and across the business. 
· Attention to detail and maintaining accuracy in reporting to demonstrate SLA targets have been achieved. 
· Manage virtual teams to achieve results in line with objectives. 
3 Relationship Management

· Sustaining strong relationships with team members, senior management, peers and colleagues. 
· Developing and sustaining customer relationships to maintain account continuity. 

· Create informal networks with key client contacts within the customer base. 
4 Market Environment

· An awareness of the Telecoms market  

· Understanding of ITIL terminology and procedures 
· French mandatory 


