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About Orbis

At Orbis we understand that no two customers are the same — there’s no one-size-fits-all approach to protecting your
property, people and assets.

Our experts are trusted to protect what's valuable in everything from commercial property to social housing and
construction. Nationwide and international capability, delivered with local intelligence.

The ambition is to set the standard and pioneer a better way: being ahead of the game with innovative, technology-
enabled solutions while still being people-focused. Being trusted to deliver time and time again and providing an
exceptional customer experience.

Purpose of the role

The Response Centre (RC) Team Manager plays a crucial leadership role in supporting the delivery of an outstanding
service to customers and clients across all our contracts. The overarching aim is for the Response Centre to develop into a
modern and relevant service provision that promotes service excellence and continues to grow and attract new business.

The role oversees day-to-day operations within the Orbis Monitoring Services (OMS) Response Centre, ensuring that all
staff effectively respond to customer contacts in emergency repair scenarios through a variety of channels, including our
phone system (8x8), emails and web chat on behalf of our clients. The Team Manager ensures that residents and service
users receive timely, accurate, and reassuring support during emergency repair scenarios and major incidents.

The role is responsible for the delivery of exceptional customer service and for identifying opportunities for staff
development. This includes developing a confident, capable, high-performing team by coaching staff through escalated
calls, sharing best practice, addressing performance concerns, and proactively recognising emerging patterns that may
indicate sub-standard service or training needs.

RC Managers are the key point of operational service delivery and hold full line-management responsibility for their teams.

This includes all associated HR tasks, ongoing performance management, staff wellbeing oversight, and ensuring their
team consistently meets organisational expectations, service standards, and client requirements.
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Reporting and management structure

- Reports to: the Response Centre Service Delivery Manager.

-+ Direct reports: Response Centre Advisors and Senior Response Centre Advisors

- Key Interfaces: Wider operational teams, client stakeholders, Customer Service Executives and Manager, Training
Manager and IT support function.

Key Result Areas

- Achievement of operational SLA/KPI expectations through effective leadership, performance management, and
motivation of Advisors and Senior Advisors

- Enhanced customer experience through continuous coaching, development, feedback, and service-driven culture
building

- Improved operational efficiency, accuracy, and consistency across call handling, escalation, and incident responses

- Increased service profitability through smart shift management and appropriate allocation of personnel (e.g.,
price-per-call lines)

- Reduction in complaints and strengthened learning loops through effective investigation, root-cause analysis, and
feedback delivery

- Stronger employee experience through improved recruitment, retention, engagement, and recognition initiatives

Job responsibilities

Operational Performance

- Lead and oversee Out of Hours Call Advisors and Senior Response Centre Advisors, ensuring high productivity,
performance, and professional behaviours

-+ Drive continuous improvement across operational output and service standards

- Manage performance through guidance, objective setting, monthly performance reviews, quality monitoring, and
improvement planning (with HR support)

- Ensure skill-sets and resource levels are aligned to operational demands, supporting workforce planning and
development activities

- Oversee major incident responses, providing direction, escalation support, and strategic coordination to ensure
customer safety and timely resolution

-+ Complete duty management responsibilities including shift reports, escalations, and key operational updates

Quality & Customer Service

-* Promote and drive customer-centric service delivery and a strong focus on exceptional customer experience

- Understand client needs, ensure accurate triage and resolution, and provide proactive communication and reassurance

-+ Work collaboratively with stakeholders and Customer Service Executives to ensure robust support mechanisms and
consistent service levels

- Encourage feedback loops to identify recurring issues, training gaps, and improvement opportunities

People Engagement, Absence and Retention Management

- Line manage Advisors and Senior Advisors including job chats, probation reviews, coaching, and development planning
-+ Manage short- and long-term absence in line with company processes and best practice

-# Manage and address behavioural concerns, supporting Advisors to meet expectations and uphold company values

-* Promote engagement, including nominations for internal awards, peer recognition, and cultural initiatives

- Embed Orbis values across all aspects of behaviour, communication, teamwork and service delivery
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Conditions

Hours of work  Flexible to support operational requirements (3-week rotational shift pattern, 37.5 hours per week). Must be
able to demonstrate the ability to work up until midnight

Work base Riverview House Bromborough

Benefits In addition to a competitive salary, we also have a range of benefits which includes Life Insurance, Sick Pay,
Company pension, holidays, Employee Assistance Programme, and onsite Mental Health Champions, Perkz,
Annual Bonus scheme, fantastic career progression

Person specification and key skills

Essential

-+ Strong leadership, coaching, and people-management capability

-+ Demonstrable customer service skills including negotiation, tact, diplomacy, and confidence-building
- Excellent organisational skills, with the ability to plan, prioritise, and manage workloads effectively

= Proficient in Microsoft Office, CRM platforms, and third-party client systems

- Ability to communicate complex information clearly to a variety of audiences

-+ Commitment to high-quality service delivery and continuous improvement

Desirable

- Proven experience managing teams in a customer-focused environment

- Experience in recruitment and selection

- Exposure to major incident management or emergency-response environments
- Understanding of technology-led service improvements

Competency profile

- Continuous Improvement: Identifies and addresses gaps in own skills; supports change with a solutions-oriented
mindset.

Flexibility: Adapts effectively to shifting priorities and business needs.

Initiative: Proactively takes action and ownership of tasks.

Innovation/Creativity: Suggests scalable and imaginative solutions.

Loyalty/Commitment: Supports the team and organization, especially during challenges.
Coaching/Mentoring: Actively contributes to peer development.

Communication: Adjusts communication style based on audience; ensures mutual understanding.
Cultural Awareness: Respects and adapts to cultural differences within global business environments.
Entrepreneurial: Understands business goals and acts with commercial awareness.

Influencing: Gains cooperation through persuasion and relationship-building.
Leadership/Motivation: Embodies company values and inspires others.

Negotiation: Balances needs of different parties to reach effective outcomes.

Teamwork & Cooperation: Shares information, credits others, and works collaboratively.

Decision Making: Weighs options, considers risks, and plans contingencies.

Managing Change: Supports and clearly communicates change processes.

Problem-Solving: Identifies root causes and implements preventive solutions.

Risk Taking: Assesses and justifies calculated risks, but seeks guidance as needed

Time Management: Effectively prioritizes tasks and manages workloads.
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Customer Service: Develops and promotes customer service standards for the business area.
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