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ROLE PROFILE

	Job Title: Learning & Development Facilitator – Sales & Coaching
	Date role profile reviewed:
July 2015
	

	Reports to:  L&D Team Manager
	Department / Business Area:  People & Culture

	Role Purpose:
Responsible for the design and delivery of innovate sales and customer service development across the Sales & Operations Contact Centres. Act as an expert, working closely with Managers and the L&D Team to identify training/coaching needs and design and deliver innovate solutions. Provide coaching and development to the sales and operations teams to improve performance. 


	ACCOUNTABILITIES

	Key Result Areas 
	Key Responsibilities
	Performance Indicators/metrics 

	
	· Design and deliver coaching solutions for sales and operations teams

· Deliver a consistent and innovative training approach in customer service and sales training

· Work closely with Team Managers and Managers to identify training and coaching needs for individual staff
· Coach sales consultants to increase knowledge and skills to maximise sales 
· Coach operational staff to increase knowledge and skills in service delivery
· Create and deliver training solutions to agreed KPI’s

· Create and update sales and soft skills training as required

· Ensure a high standard of training and coaching delivery across all areas – demonstrating passion and enthusiasm for service excellence
· Demonstrate the company values at all times and incorporate in all interactions
· Support L&D initiatives as required and directed for the sider business 
· To work as part of the L&D team

	


PERSON SPECIFICATION
	EXPERIENCE & TRACK RECORD 

	Essential: 

· Previous sales training and coaching experience in a contact centre environment
· Strong track record in improving performance through the development of people

· A proven track record of improving performance in a contact centre environment

· Excellent training, coaching and facilitation skills

· Ability to use own initiative and organise own workload

· Ability to create and deliver Sales and Customer Service training 

· Sound knowledge and understanding of the training cycle

· Confident and personable with excellent interpersonal skills
· Ability to build positive working relationships quickly and work collaboratively with all role levels

· Strong communication and influencing skills


	Desirable: 



	QUALIFICATIONS, TRAINING, PROFESSIONAL MEMBERSHIPS or ACCREDITATIONS

	Essential:

· Coaching Qualification

	Desirable:

· Hold a recognised training qualification (CIPD)

· Working knowledge of Galileo 



	ORGANISATIONAL INFORMATION 

	KEY RELATIONSHIPS

Reports to: L&D Team Manager
Manages:

Internal significant relationships:

External relationships:
	SCOPE

Budget:

Location:

Travel:

Other:
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