EXPLORE! Job Description

Job Title: Tailormade Manager Team: Customer Services
Reports to: Hea(?l of Customer Reporting in: Tailormade Team
Services

Role Summary and Job Purpose:

Reporting to the Head of Customer Services, the Tailormade Manager is responsible for managing and
motivating the Tailormade team. Ensuring we maximise every sales opportunity, whilst maintaining the
highest levels of service and quality within a customer focused environment.

Key Responsibilities:

e To manage, lead, inspire and develop the Tailormade team to ensure productivity, revenues, booking
targets as well as customer satisfaction key performance indicators are met and exceeded.

e To monitor team & individual productivity, revenue, progress to target, customer satisfaction key
performance indicators, ensuring data is captured at all times.

e To actively coach, counsel and develop team members to maximise their potential

e Responsible for day-to-day staff management issues with direct reports

e Accurately monitor and report weekly/monthly team KPI’'s & management information in line with
business and team needs.

e Provide personalised customer service of the highest level at all times.

e Use own travel experience to assist with customer queries and engage with customers to meet their
individual travel needs.

e To maximise sales opportunities and consistently achieve sales and service targets set.

e To liaise and work closely alongside Product & Marketing teams channelling ideas to drive new
Tailormade business

e To pro-actively promote additional services in order to maximise the generation of additional revenues.

e Use sound judgement to manage difficult customer situations, to respond promptly to the needs of the
customer & solicit feedback to improve service.

e Constantly review the Tailormade booking process, identify efficiency gains and project manage these to
fruition

e To execute all assigned tasks and booking administration efficiently, ensuring business team targets and
KPI's are met and exceeded.

e Support and provide resource to the other teams during peak periods or when cover is required.

e Ensuring a customer focused approach is adopted in all assigned responsibilities with a flexible attitude
in the undertaking of all required task

e Offer peer support and advice to all Managers within the Customer Sales & Support Team
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EXPLORE! Person Specification

Skills and Experience:

Essential Desirable
Can demonstrate sound leadership and management skills to inspire a
team.
Be able to identify training needs and deliver coaching and training to
develop staff and resolve underperformance issues.
Have the ability to multi-task through effective planning, prioritising and v
organising of workload.
Have strong communication skills with the ability to negotiate and influence v
at all levels.
Previous experience of selling within travel industry & a proven track record v
in beating sales targets and receiving excellent service feedback
Have a sound commercial approach to all decision making. v
Have a strong focus on accuracy and quality and excellent attention to v
detail.
Extensive travel experience within a specified geographical area. v
Experience of relationship management with suppliers. v
Have analytical skills with the ability to effectively problem solve. v
Have sound knowledge of the Tailormade travel market. v
Education:
Essential Desirable
Higher education v

Explore reserves the right to vary your tasks, duties and responsibilities at any time and from time to time
according to the needs of the Company’s business. However, you will not be assigned to duties or required
to perform services which you cannot reasonably perform or which are outside the range of your normal
skills and experience. There will also be times when you may be asked to transfer, either temporarily or
permanently, to an alternative job within the Company. Where this is agreed with you, either on

a temporary or a permanent basis, it will be confirmed to you in writing.

Date of Description: 1* November 2017
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