1.

JOB SPECIFICS

Job Title:

Dialler Opera ons Manger

Reports to:

Managing Director ‐ Sales

Loca on:

Slough

Department:

Sales

2.

ABOUT THE ROLE

What will you be doing?

QA is focussed on growing its customer base, so are looking for a
passionate, inspiring leader to plan, build, deliver and spearhead a
new sales team and customer management approach to win new
clients and grow revenues.
As a business, we are passionate about Learning and Talent – it’s in
our DNA; we exist to give our learners new skills to grow and
develop their careers: this role brings that passion in‐house as we
oﬀer the chance to build and lead a new func on to deliver our
Learning and Talent management services to a new audience in the
UK market.
We are inves ng in call centre technologies, automated contact and
channel management strategies to enable the delivery of great
customer experience from their ﬁrst touch point ‐ QA New Business
Sales ‐ using a data driven approach, and deploying a variety of
channels and approaches (phone, email, web/live chat, video, social
etc). The management of these implementa on s and delivery of
best in class approaches , alongside the delivery of new sales, will be
fundamental. This will be an all new func on, and it ’s all to play for.
We are looking for someone who has experience of working within
a fast paced growing environment managing dialler func onality
including blended, inbound and outbound campaigns, SMS and E‐
mail.

Key Responsibili es

·

·

·
·

·

Deﬁne data and dialling strategies within the dialler, to
maximise eﬃciency and ensure all data dialled and outputs
maximised. All call campaigns, rules and opera ons
eﬀec vely documented.
Design, execute and maintain code for dialler to ensure
dialling strategies and business designs implemented.
Ensure code and change management records are upheld.
Monitor agent stats to drive produc vity, allowing single
interface of CRM/dialler for opera onal eﬃciency
Create data tracking mechanisms, along with IT, Finance
and Sales Opera ons, to ensure all data logged and tracked
through en re lifecycle, allowing 100% status repor ng
across the book
Ensure CRM data capture complete and quality standards
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·

·

·

·

·

upheld to ensure data quality from dialling opera on
through into full lifecycle management
Enable diary management for sales agents, to op mise sales
me and revenue crea on, linking lifecycle status with
marke ng automa on tools to ensure accurate informa on
follow up a er each QA contact. Dialler / telephony
repor ng to enable 100% of me to be tracked across the
opera on.
Enable addi onal messaging systems (email, text) to engage
prospects outside of sales calls, sharing informa on,
conﬁrming / reminding appointment with sales etc.
Expand team enables transfer of some responsibili es and
expansion of dialling capability. Control, change
management and campaign record / management key.
Drive con nuous improvement through sales opera on and
ensure seamless addi on of new campaigns and capabili es
(cold, sales, learning, appren ceships)
Should lead and inspire team to be collabora ve partners
with the business to drive op mum results for QA and its
customers.

KPIs & SLAs

·
·
·

Campaign delivers over and above expected revenue
AHT?
First right me/agent produc vity

Key Working Rela onships

·
·
·
·
·
·

Exco
Technology
Finance
Bid team
Sales, presales and Opera ons
Managed Learning Services (‘MLS’) delivery team

3.

About You

Skills & Abili es

As an inspiring, passionate self‐starter, you will have the ability to
inﬂuence change and drive excellent commercial results through a
mo vated, engaged team. Speciﬁcally, you will demonstrate:
·
·
·
·
·
·

·
·

Proven tac cal and strategic decision making and problem
solving abili es
Strong communica on skills
Technical skills in workforce management and planning tools
Advanced excel and business objec ves skills
Proﬁcient with contact centre metrics and behaviours
Proven track record in leading and winning major Call
Centre sales teams, inspiring teams and delivering through
others
Demonstrated success in launching & execu n g of Sales
Programmes with external service providers and partners.
Proven track record – e.g. dialler, telephony systems
(including progressive and predic ve), CRM etc. You stay
abreast of new technologies and prac ces. Candidate should
have excellent wri en and verbal communica ons skills as
well as good listening and strong presenta on skills. They
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·
·
·
·
·
·
·
·

Your Experience

·

·
·
·
·
·
·
Your Knowledge

Your Qualiﬁca ons
What you’ll bring to QA

·
·
·
·
·

should be able to make the complex easy and explain to all
levels of the organiza on.
Strong team player with ability to lead a mul ‐func onal
virtual team and collaborate across the organiza on.
Excellent ﬁnancial knowledge and experience of managing a
£?K budget.
Competent and conﬁdent working under pressure and, at
mes, working to very short deadlines ;
Able to manage complex and mul ‐work stream
opportuni es;
Recognise the need to work ﬂexibly to meet deadlines ;
Proﬁcient using MS Outlook, Word, Excel and PowerPoint ;
Strong analy cal acumen, able to dis l the ‘so what’ from
data, and translate to ac onable plans to drive performance ;
A pro‐ac ve approa ch, using ini a ve and taking
responsibility for own ac ons.
Proven experience of leading a sales led Call Centre opera on
with experience of managing an opera on through periods of
signiﬁcant growth or change.
Extensive demonstrable e xperience in sales in a leadership
role.
Experience in deploying and opera ng click to call, progressive
and predic ve dialing technologies
Proven track record in leading and winning major Call
Centre sales opportuni es.
Demonstrated success in launching & execu ng of Sales
Programs with Channel partners.
Experience of assessing requirements and crea ng
coordinated responses;
Proven experience in driving con nuous improvement in
standards, opera ons, outcomes and commercial results
Proﬁcient in Microso Excel
PowerPoint
Analy cal and logical approach
Ar culate with the ability to communicate at all levels
Strong a en on to detail and can work to strict deadlines

Qualiﬁed to degree level in an appropriate subject.
·
·

·
·
·
·
·
·
·

Ability to inﬂuence change
Strong team‐player, with the ability to mo vate others (not
under direct control) and engender high performing
behaviours and results
Ability to work under pressure with challenging deadlines,
mul ple stakeholders and opinions
Credibility and ability to coach, challenge and inﬂuence the
most senior stakeholders within the ﬁrm ;
Excellent oral and wri en communica on skills, with ability to
present complex and challenging messages skilfully ;
The ability to simplify complex content/ideas into clear,
persuasive language;
Strong organisa onal and project management skills ;
Eﬀec ve challenging and nego a on ;
Impac ul, resourceful, persistent and determined
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4.

ABOUT QA

About us

We shape the next genera on of technologists, leaders and innovators.
By powering poten al – the poten al of over a quarter of a million
learners a year. We empower them to push boundaries and thrive in the
workplace.
Why we do learning
For over 30 years, we ’ve worked in technology – where the impact of
great learning is changing the world.
A bold statement, but hear us out. We are right at the centre of a
technological revolu on. Devices are not just connec ng people, ci es
and countries – they are connec ng to each other, collec ng data and
using it to learn and make themselves be er. Soon we will have cars that
can drive themselves, fridges that make sure we never run out of milk
and computers that can learn from their own mistakes.
Driving this revolu on? People.
And this is where we come in.
People advancing their knowledge in technology – to enrich society –
build a new culture – be er how we live our lives, and how we work
together.
People are learning to use technology to drive phenomenal change. This
is our passion – powering their poten al.

We promise to be

Bold
o

Ambi on is great. We set ambi ous targets – holding ourselves
and others to ever‐higher standards.
o
We contribute (insigh ully) to the debate inside and outside QA.
o
We move. Quickly. We respond to your needs – fast.
Collabora ve
o
We spend me ge ng to know you – our learners and our
customers – to earn your trust.
o
We connect a solu on to your problem – we have tonnes of
diﬀerent services to help you.
o
We’re the posi ve person who ac vely gets stuck in to solving
problems.
Progressive
o
We embrace change – and support it.
o
We challenge ourselves to use the latest technologies and
methods – no ma er how out there.
o
We’re curious – about what you do, about what the person next
to you does, about our customers and our learners.
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What’s on oﬀer?
[please adjust according
to the speciﬁc beneﬁts
oﬀered for this posi on ]

Learning is not just a service we provide , it’s a way of life at QA , and we
try to ensure that everyone has the opportunity to take advantage of our
huge and varied range of learning and development op ons, so
everyone is eligible for 3 Training Days every year, to focus on subjects
they’re interested in.
We also know that many people like to “give back” and so we oﬀer 2
paid Charity Days each year to support your chosen charity in whatever
way you choose. And if you get involved in charity fundraising , QA will
also double any sponsorship money raised , up to £250 . This is over and
above the charitable ac vi es that we encourage through our annual QA
fundraising drives – you can get involved with this as much or as li le as
you like. We see it as a great way to foster team building too.
We all need to take me out to recharge our ba eries from me to me
and enjoy some down me, so we provide a fairly generous 25 days ’
holiday per annum (rising to 28 days a er 5 years) – with the op on to
buy more if you wish.
It’s important, too, to plan for the future and ensure we are able to
maintain the lifestyle we have worked so hard to achieve, once we re re
from the hurly burly and slow down to enjoy our later years, so we oﬀer
a deﬁned contribu on pension plan and will match your cont ribu ons up
to a maximum of X% of your basic salary.
Then there are two of our core beneﬁt oﬀerings, not the most exci ng,
but we consider it important to ensure everyone has the peace of mind
provided by Life Assurance (4x your basic salary) and Permanent Health
Insurance (a er a qualifying period) in th e event that ill health , or worse,
disrupts your plans.
And ﬁnally, a few fringe beneﬁts to assist with travel and lifestyle
choices:
o
o
o

Season cket loan
Corporate gym membership
Cycle to work scheme
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