
Super power:Leads a team of talented Customer Service Assistants to deliver an exceptional customer experience

H Remains calm under pressure
H Plans the rota carefully and according 

to business needs
H Coaches the team to enable them to 

deal with difficult situations
H Incentivises the team to deliver 
exceptional customer service levels
H Ensures that all detractors are 

spoken to post visit
H Balances the needs of the team 

and the needs of the business
H Builds a good working relationship with the 

Sales Manager to ensure all customers receive 
exceptional levels of customer service
H Flexible and supportive in relationship 

with the sales team
H Proactively works with the management team 
to deliver exceptional customer service levels

H Knows their team members and how 
to get the best out of them

H Proactive in planning and manages 
time effectively

H Understands the importance of dealing with 
team performance and conduct issues

H Takes a coaching approach rather than a 
tell approach when appropriate

H Talks about Motorpoint as ‘we’ rather than ‘they’

H Comes across as flustered and stressed
H No sound basis for rota management
H Strives to deal with all difficult 

customers themselves
H Too operationally focused and doesn’t factor 

in team engagement activities in workload
H Doesn’t seek feedback on team’s 

or own performance
H Team feel they are overstretched

H Bows to pressure from Sales and compromises 
customer experience by over booking slots

H Demonstrates a blame attitude 
when things go wrong

H Doesn’t have strong working 
relationships with peers

H Lacks confidence in dealing with 
challenging customers

H Doesn’t plan their time effectively
H Permits poor behaviours from team members

H High levels of team turnover
H Takes a negative approach to change



#DrivingDreams

Team Customer Shareholder
Recruit a team of talented Customer 
Service Assistants to deliver exceptional 
customer service

100% compliance on the Hub, no Hub 
exceptions and team are competent in 
its use

Understands and meets all financial and 
consumer compliance requirements

Inspire your team to deliver the 
Motorpoint Vision

Empower your team to deliver 
exceptional customer service through 
training on processes and key standards

Assist with the part exchange process 
to ensure no losses to the business

Develop a culture within your team that 
reflects Motorpoint’s Values

Work collaboratively with the 
management team and provide feedback 
to improve performance

Ensure social media interactions and 
feedback forums are managed in line 
with company policy

Effectively manage people issues within 
your team in collaboration with the HR 
team

Maintain timely and professional 
communication with customers and the 
Customer Care team

Reduces cancellations and works 
with management team to resolve 
ongoing issues

Team Customer Shareholder

Driving Performance And ER Toolkit QC Meetings Collections Dashboard

MyDrive Onboarding NPS Feedback Management Team Meetings

Company Welcome Day And Induction Google Reviews Contact Hub

Technical Training Feefo

Engagement Survey Tagit Tweetit

Driving Learning Hub/iQuote

Team Customer Shareholder
We never leave someone untrained Every car is prepared and presented to 

Motorpoint standard
We have pride in our products and don’t 
mislead the customer

Everyone has a monthly 121 We are honest at every step of 
the journey

We meet all Health & Safety legislation 
and provide a safe environment for our 
team members and customers

We never shy away from constructive 
feedback

We say “how can I help?” not “that’s not 
my job”

We are commercial and ethical in our 
decision-making
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