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So,	you	are	a	customer	service	representative	who	is	interested	in	becoming	a	manager.	Maybe	you're	new	to	the	position,	or	maybe	you	worked	in	the	industry	for	years.	However,	you	believe	you	have	experience	and	drive	to	conduct	your	team	to	success.	But	how	exactly	does	your	current	role	differs	from	that	of	a	manager?	Well,	as	a	customer
service	representative,	it	is	likely	that	you	have	a	task	of	communicating	with	investigation	customers,	responding	to	support	and	assistance	questions,	troubleshooting,	following	cases,	asking	for	feedback	and	track	all	necessary	documentation	related	to	customer	interactions.	It	might	seem	like	the	right	move	for	you	to	ask	for	a	promotion.
However,	it	is	important	not	to	come	across	the	application	blindly.	As	you	know,	the	search	of	the	role	is	the	key	and	shows	your	promise.	So	what	exactly	does	a	customer	service	manager?	First,	let's	take	a	look	at	what	a	typical	customer	service	role	would	look	like.	Often	they	have	a	thorough	understanding	of	both	the	needs	of	customers	and
businesses	and	are	able	to	come	up	with	solutions	that	place	both	parties.	While	this	description	briefly	covers	the	basic	functions	that	a	customer	service	manager	performs,	it	is	still	not	addressed	to	the	company	value	that	this	position	includes	a	company.	If	you	want	to	separate	yourself	from	other	potential	candidates	who	require	this	role,	then	it
is	important	to	understand	the	business	advantage	that	provides	customer	service.	Ã,	the	main	objective	of	a	customer	service	manager	is	to	guarantee	the	conservation	of	profitable	customers	through	the	added	value	to	their	customer	experience.	This	is	made	to	instill	in	employees	the	need	to	actively	listen	to	customers,	be	empathetic	towards
their	problems	and	be	efficient	in	providing	worthy	solutions.	The	manager	of	customer	success	Hubspot	Michael	Renahan	retains	his	customers	following	"the	Hubspot	mission	to"	help	millions	of	organizations	grow	better	"."	Renahan	believes	that	"a	healthy	customer	remains	with	[hubspot]	longer,	grows	with	[them],	and	at	the	end	he	adopts	more
products	from	[hubspot]	to	grow	better".	The	customer	service	manager	plays	a	key	role	in	an	organization,	with	responsibility	in	the	following	areas:	Ã,	enabling	the	service	team	to	be	centric	of	the	customer	and	provide	an	extraordinary	experience	and	made	it	so	keeping	them	responsible	and	removing	the	blocks	of	board	that	know	the	products	of
the	organization	inside	and	out	to	tread	the	customer	issues	that	the	team	is	unable	to	resolve	measurement	and	reporting	to	other	interested	parties	concerning	efforts	and	successes	of	the	customer	support	service	that	They	continue	to	eneter	to	improve	performance,	efficiency	and	efficacy	based	on	metrics	and	customer	feedback	provide	insights
from	customer	data	to	marketing	and	sales	departments	in	an	attempt	to	continue	cultivating	organization	and	reducing	the	hook	according	to	Who	are	your	customers	and	such	as	services	or	products	provide	your	company,	the	role	of	a	CL	service	manager	Iiente	can	vary	slightly.	However,	regardless	of	industry,	all	responsibilities	fall	within	the
umbrella	of	understanding	of	customers	in	and	out.	Customer	services	managers	conduct	support	teams	and	frontline	services,	guaranteeing	both	their	employees	and	their	customers	are	in	the	best	position	to	succeed.	To	further	understand	this	position,	we	have	created	the	following	list	of	duties	that	the	customer	service	manager	is	completed.	1.
Maintain	lasting	relationships	with	profitable	customers.	As	mentioned	above,	customer	service	managers	always	strive	to	acquire	new	customers	and	maintain	existing	ones.	But	how	do	they	do	it	exactly?	According	to	Meghan	Barrett-Hickey,	a	Of	the	customer's	success	at	Hubspot,	"to	succeed	in	this	role,	you	need	to	understand	how	your
customers	sprout	(what	is	more	important	to	succeed)."	In	order	to	maintain	a	high-value	customer	for	the	long	term,	the	manager	must	show	them	personally	personally	They	should	stay	with	the	company.	In	this	role,	they	are	typically	the	only	manager	a	client	must	interact	with	one-to-one.	Therefore,	it	is	essential	that	the	customer	services
managers	build	strong	relationships	with	these	customers	and	increase	their	value	of	life.	2.	Hire	and	train	customer	support	team.	Those	responsible	for	customer	services	are	responsible	for	overseeing	the	recruitment	process	for	new	employees	of	the	service.	When	they	need	to	fill	open	positions,	read	through	applications,	interviews	candidates
and	take	final	decisions.	To	find	the	best	candidates,	it	is	important	that	they	ask	the	right	interview	questions	of	customer	service	to	get	a	good	understanding	on	the	experience	and	skills	of	the	candidate.	After	assuming,	managers	ensure	that	new	representatives	are	adequately	trained	and	have	all	the	necessary	tools	to	succeed.	They	are
instructed	to	assign	required	trainings	and	helping	new	workers	to	adapt	to	their	new	roles.	After	training,	the	managers	will	continue	to	support	their	teams	by	answering	questions	and	to	be	a	resource	for	them	during	the	working	day.	Just	because	©	have	completed	training	does	not	necessarily	mean	that	they	are	fully	prepared	to	tackle	any
challenge.	Ongoing	training	when	you	open	a	unique	setting,	so	it	is	important	that	managers	remain	patient	and	considerate.	3.	Set	goals	for	the	team	and	monitor	progress.	Those	responsible	for	customer	services	are	required	to	ensure	that	each	representative	understands	their	responsibilities	and	meet	your	business	objectives	in	a	timely	manner.
It	might	be	helpful	for	them	to	set	individual	targets	for	each	employee,	especially	early	in	their	careers.	What	will	provide	basic	metrics	to	keep	track	of	their	progress	and	growth.	When	setting	objectives,	managers	should,	of	course,	ensure	that	it	is	actually	achievable.	Employees	should	always	feel	challenged,	but	not	to	the	point	of	feeling
permanently	overwhelmed	by	failures.	According	Zendensk,	clear	lenses	should	always	be	set	for	customer	service	representatives	because	©	helps	them	succeed.	If	you	are	interested	in	becoming	a	customer	service	manager,	consider	helping	new	customer	service	reps	grow	with	a	100-day	plan.	Set	weekly	goals	or	bi-weekly	and	meet	often	to
monitor	their	progress	and	make	sure	that	their	workload	is	not	too	exhausting.	4.	It	is	the	customer's	voice.	Interestingly	interesting	that	no	company	-	if	it	B2B	or	B2C	-	will	exist	without	its	customers,	but	many	employees	do	not	have	a	grip	on	what	their	customers	really	want	and	need.	That's	where	you	are	following	the	customer	service	manager.
By	working	so	closely	with	customers,	customer	service	managers	will	get	the	unique	opportunity	to	listen	to	the	feedback	directly	from	the	source.	actively	listening,	they	discover	problems	that	must	be	solved,	like	the	customer	and	not	like	a	particular	product	or	service	and	feedback	regarding	customer	engagement	with	your	business.	It's	their
responsibility	to	understand	these	customers	in	and	out	and	convey	their	perspectives	to	other	managers	and	executives.	They	help	to	close	the	gap	between	company	and	customer	and	provide	a	better	experience	for	customers	and	let	their	voice	be	heard.	5.	Address	the	issues	and	consequences	of	employees.	Unfortunately,	there	are	times	when	the
manager	noticed	problems	with	their	customer	service	representatives	that	are	abnormal.	This	may	include	the	slowing	down	of	responsibilities,	being	disrespectful	to	customers	or	other	employees,	skip	shifts,	etc.	If	such	problems	arise,	managers	must	Calm	and	create	a	plan	for	action.	It	can	be	hard	that	it	establishes	the	law,	but	this	is	an
important	part	of	being	a	manager.	As	good	as	it's	nice	to	be	the	fun	manager	who	wants	to	be	your	friend,	the	manager	is	in	a	leadership	position	and	needs	to	take	responsibility	for	the	entire	team.	Most	likely	the	managers	will	meet	with	the	employee,	listen	to	their	side	of	history	and	will	transmit	the	necessary	consequences.	Overall,	managers
must	always	be	in	communication	with	every	member	of	their	team	and	let	them	leave	them	Which	are	a	figure	authority	that	will	not	take	advantage	of	it.	6.	Handle	serious	and	lasting	problems	with	customers.	Sometimes,	there	will	be	problems	that	representatives	have	with	customers	beyond	their	line	of	competence.	Perhaps,	a	customer	is	so
furious	that	no	quantities	of	excuses	can	calm	them.	Or	maybe	they	simply	refuse	to	speak	further	with	a	representative	and	I	want	to	talk	to	a	manager.	In	both	cases,	when	the	representative	can	no	longer	help,	it's	when	a	manager	is	intervented.	Spreading	an	angry	customer	can	be	very	difficult.	However,	it	is	a	job	of	a	customer	support	service	to
be	an	expert	company	in	this	field.	This	means	being	empathetic,	actively	listening	and	apologizing,	even	when	it	is	not	clear	because	a	customer	is	so	upset.	It	can	be	easy	to	sink	to	the	levels	and	point	of	the	customer,	especially	when	it	seems	to	be	completely	absurd.	However,	managers	must	try	to	see	things	from	the	customer's	perspective.	After
all,	companies	with	increasing	revenues	generally	invest	the	right	time	to	make	customers	happy.	7.	Set	the	tone	for	a	thoughtful	customer-centered	environment.	In	many	companies,	heavy	workloads	can	break	down	the	mood	of	its	employees.	When	it	happens,	it's	the	work	of	managers	to	bring	a	culture	that	helps	employees	to	succeed.	In	the
customer	service	sector,	it	is	essential	to	have	a	customer	centric	environment.	However,	before	employees	can	treat	customers	with	empathy	and	respect,	they	need	to	feel	that	they	are	also	treated	in	the	same	way.	Here	in	Hubspot,	we	are	proud	of	our	corporate	culture,	which	is	arranged	in	our	culture	code.	By	setting	a	communicative	and	honest
atmosphere	from	the	beginning,	managers	can	ensure	that	their	employees	enjoy	working	and	put	their	best	foot	forward	when	you	talk	to	customers.	Now,	you	understand	what	makes	a	customer	service	manager	actually	based	on	the	day.	If	you	are	still	interested	in	pursuing	this	role,	consider	the	following	tips	on	how	to	get	a	customer	service
representative	at	the	managerial	position.	How	to	be	good	customer	service	once	you	are	ready	to	enter	the	managerial	role,	here	are	some	things	to	keep	in	mind:	ã,	1.	Lead	with	example.ã,	While	hitting	your	numbers	every	month	and	showed	that	you	have	what	you	have	It	takes	to	the	location,	now	it's	not	the	time	to	leave	the	gas.	You	have
increased	the	responsibilities,	but	this	does	not	mean	that	you	are	over	rolling	on	the	sleeves	and	pull	the	dirty	hands	-	especially	when	your	team	needs	you	during	a	high	volume	crisis	or	time.	2.	Solve	for	the	customer.	It	is	easy	to	obtain	traits	of	internal	processes	and	policies,	but	to	be	flexible	and	keep	the	customer	in	mind	as	innovates.	If	it
doesn't	make	the	experience	better	for	them	somehow,	he	questions	because	you're	doing	it	at	all.	There,	3.	Remove	the	roadblocks	for	your	team.	While	you	will	keep	your	repetitions	responsible	for	performance,	you	always	ask	questions	and	understand	what	is	keeping	them	by	the	meeting	or	overcoming	the	goals.	It's	your	job	as	a	manager	to
identify	and	remove	the	border	blocks	so	that	the	team	is	always	performed.	4.	Measure	the	things	that	matter.	To	create	measurable	goals	and	provide	stakeholders	with	data	guided	intuitions,	it	helps	to	have	data	to	be	drawn.	This	will	climb	with	the	context	as	you	make	decisions,	justifies	improvement	initiatives	and	demonstrate	progress.	Things
like	NPS	scores,	the	number	of	touch	points	per	channel	and	the	percentage	of	first	call	resolutions	by	category	can	be	ideal	to	give	the	necessary	context.	5.	Transform	errors	into	learning	moments.	When	a	team	member	commits	an	error,	your	first	gut	instinct	can	be	to	reproach.	However,	errors	tend	to	A	great	learning	driver.	Understanding	how
to	transmit	to	the	representative	what	they	could	have	done	instead	and	provide	that	feedback	for	them	to	implement	in	the	future.	6.	Always	consider	that	the	role	service	has	in	the	organization	as	a	whole.	Â	»A	great	experience	can	transform	a	satisfied	satisfied	In	a	defender	and	brand	promoter.	It	is	going	to	reason,	therefore,	that	your	team	has	a
big	role	in	supplies	the	flywheel	and	generating	positive	reviews	/	testimonies,	more	referral	and	higher	retention	rates.	All	these	things	count	to	the	bottom	line	of	the	organization.	This	perspective	allows	you	to	keep	the	organization's	goals	in	mind	while	entering	customers	first.	Ã,	originally	published	Jun	25	June	2020	7:00:00,	updated	on	June	15,
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