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Have you got the can-do attitude it takes to be part of our team?  

As THE experts in home hearing care, we take what we do very seriously. That’s why we look for 

people who want to make a difference and to be part of our exciting growth plans. As one of the 

UK’s leading independent hearing health care companies, we are expanding and growing in all part 

of our business. 

We have a head office in Cardiff Bay with a passionate team of patient support and audiology 

support assistants who all have a ‘can-do’ attitude and realise the importance of putting our patients 

at the centre of everything we do.    Our excellent Trustpilot rating is testament to what we do and 

the great people we have.   

Our core values are embedded in our company culture and the way we look after our patients: 

Honesty, empathy, ambition, respect, forward thinking, openness, communication, understanding 

and structure.  

Want to be part of our success?  

To join us, you need to be exceptional and have a ‘can-do’ attitude. That naturally means being 

patient-centric and committed to providing excellence in hearing healthcare. Building a strong 

rapport with patients to make the foundations of a long-term relationship is key.  

We’re a friendly bunch and we’re looking for a confident individual who is enthusiastic and a 

resilient self-starter to join us.   See job profile on the  next page.   Who you are and how you fit into 

our team is usually more important to us than what you’ve done.  

What you could look forward to 

We can also promise you a great remuneration package modelled around you and your career. And 

you can expect the usual carrots plus more:  

• Up to 34 days holiday including bank holidays  

• Pension 

• Private health plan (after qualifying period) 

• Access to quality training and development 

• Giftbox – an employee benefit which save you money every day with discounts and cashback 

on 100s of retailers and service providers, as well as access to a well-being centre providing 

support and tools for a healthier lifestyle.  

• Cycle to work scheme through Giftbox 

• Our head office team members are eligible for a performance related bonus scheme, free 

hot drinks and a pool table for when you need a break.  

Opportunities 

For more information, or to register your interest, please email your CV to HR Manager, Lisa Barnett, 

lisabarnett@hearfocus.co.uk with your contact phone number. 
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 Job Profile 

Job title Contact Centre Manager  

Location Head Office – Cardiff Bay (Mount Stuart Square) 

Reports to Head of Operations 

Remuneration 32k plus bonus 

Line Management Currently 2 teams (inbound – 8 staff) and (outbound – 12 staff).   

 

Role summary Be responsible for the day-to-day operational contact centre teams (inbound 
and outbound) who manage over 7000 enquiries a day.  This role will involve 
working alongside senior management to ensure KPI’s and service levels are 
achieved. 

Role dimensions • Reporting into the Head of Operations 

• Work in partnership with Human Resources and other functions across 
Head Office 

Responsibilities • Drive the performance of the teams - by setting and ensuring they 
achieve KPI’s. 

• Have a focus on the customer experience and help to improve Trust 
Pilot reviews, as well as actively reducing complaints.  

• Motivate teams so they thrive to solve problems and increase 
customer satisfaction. 

• Manage the daily running of the call centre teams, including effective 
resource planning.  

• Monitor calls to improve quality, minimise errors and track operative 
performance.  

• Handle the most complex customer complaints or enquiries.  
• Coach, motivate and retain staff 

Required 
experience and 
skills 

• Proven experience of managing contact centre teams 

• Able to engage, develop, motivate and improve team performance 
across sales and service.  

• Pro-active with the ability to think ahead 

• Effective time management 

• Excellent people management skills 
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