
 

 
 

 Job Title/Ref Customer Service Manager 

Division 
 

Location   London 

 Salary: DOE Type of position: Hours per Week: 

 
 PERMANENT 

 

40 

 ABOUT US 

Syncoms is a leader in the personalised photo products and online print arena with a global footprint spanning the UK, 
North America and India. Harnessing the power of social media platforms such as Facebook and Instagram with the 
flexibility that smart phones and tablets offer, Syncoms enables customers to bring their digital photos to life. 
 
Founded over 35 years ago we have transformed the landscape of a 500 year old print industry by combining the digital 
and physical world of photos.  
 
With three much loved brands in the market; Printer Pix, Print Express and Printer Inks, we are on a mission to nurture 
the best workplace environment in the industry. 
 
 THE ROLE 

 

 
Printerpix is a highly dynamic, fast paced and aggressively focused organisation. We are an ambitious, start-up 
cultured, progressive company with lots of scope for growth. With Double digit growth year on year, this 
accelerated pace is only for the highly organised and meticulous person. This role is not suitable for any time-
clocking individual, rather it’s for individuals who wish to grow, develop, learn and maximise their time at a global 
ecommerce company.  
 
The Customer Service Manager is responsible for leading a team of top performing, goal oriented Customer 
Service Representatives in a fast pace customer care environment. Responsibilities include overseeing the 
Customer Service Department and monitoring the performance of Customer Service Representatives. 
 
The successful candidate must have customer service and people management experience, combined with 
strong management and leadership capabilities. We are looking for a passionate individual to make a difference 
to our customer experience.  
 
 

 

KEY RESPONSIBILITIES 

 
 Provide leadership, coaching, and development to a high performing team of Customer Service 

Representative to achieve key performance targets.  

 Ensuring  flawless customer service  is delivered to each and every one of our customers at all times& 
according to our company brand values 

 Conducting ongoing evaluation of service and SLAs we provide to our customers in UK & Europe 

 Managing annual budgets and forecasting for the Service teams 

 Analyse statistics to identify trends and gaps to prepare action plans to improve efficiencies and 
effectiveness.  

 Maintain efficiencies by supporting a positive call centre atmosphere and an overall stimulating work 
environment.  

 Prepare responses to customer complaints and manage chargeback processing.  

 Review, communicate and report against all performance objectives and metrics to ensure 
compliance with key performance targets 

 Write and conduct performance evaluations as well as monitor attendance and performance of each 
employee.  

 Manage team performance, including regular performance reviews.  
 Ensure continuous process improvements that lead to better quality/efficiency and increased 

customer satisfaction  
 



 

WHAT YOU WILL BRING 

 

 Minimum 3 years plus B2C Operations role‚ within an ecommerce retail environment 

 Strong leadership and coaching skills to provide constructive feedback in a manner that results in improved 
performance 

 Previous experience of rolling out call centre‚ CRM solutions will be a big plus 

 Highly experienced with call centre analytics and corresponding metrics, ability to analyse data from multiple 
sources and identify trends and inconsistencies to develop action plans for improvement 

 Experienced in managing and motivating a large‚ multilayered‚ multi lingual Service team providing service to 
customers in UK & Europe 

 Strong written and verbal communication skills and superior organisational abilities 

 Ability to handle multiple tasks and manage and deliver conflicting priorities  

 Must be available to work a flexible schedule and planning, and time management skills  
 

 

QUALIFICATIONS REQUIRED 

 Must be educated to degree level. Minimum 2.1 

 


