
Job of the week
Customer 

Service Manager 

Key Skills

• Customer service skills
• Business management skills
• To be thorough and pay attention to detail
• The ability to work well with others
• Administration skills
• The ability to accept criticism and work well under 
pressure
• The ability to use your initiative
• Excellent verbal communication skills
• To be able to use a computer and the main 
software packages confidently

Salary
£27,000 - £50,000

Working hours
37 – 40 per week

Evenings/weekends/bank 
holidays 



Customer Service 
Manager

University
You could do a degree, then apply for a 
graduate management trainee scheme with a 
company or organisation.
Most subjects are acceptable, though some 
employers may prefer you to have a degree in 
a subject relevant to their industry.
Examples include:
• Business management
• Retail management
• Tourism and hospitality
• Financial services
On a graduate scheme, you would get to 
experience different parts of an organisation, 
learning how they work, before concentrating 
on customer service operations.
Entry requirements
You'll usually need:
• 2 to 3 A levels, or equivalent, for a degree

Apprenticeship
Customer Service Specialist Level 3 
Advanced Apprenticeship. Once 
complete, you would take further 
training to move into a management 
job.
You may also be able to do a higher or 
degree apprenticeship in management 
in your particular industry. This could 
then lead into customer service 
management roles.
• 5 GCSEs at grades 9 to 4 (A* to C), or 
equivalent, including English and 
maths, for an advanced apprenticeship
• 4 or 5 GCSEs at grades 9 to 4 (A* to 
C) and A levels, or equivalent, for a 
higher or degree apprenticeship

Work
You could work as a customer 
service adviser and train on 
the job to become a team 
supervisor, assistant manager, 
then manager.

College 
You could do a college course, which may help you to 
find a trainee assistant manager position.
Courses include:
• Customer service
• Online customer experience
• Business administration
Entry requirements
Entry requirements for these courses vary.



Working conditions

You could work in an 
office.
You may need to wear a 
uniform.

Career path and progression
• Move into a more senior position
• Take on responsibility for customer service across a 
region
• Become a customer service director for a whole 
organisation
• Work in business development, business finance or 
legal compliance

Daily Tasks
• Develop policies and procedures
• Lead a team of customer service staff
• Handle complex questions and complaints
• Manage budgets
• Analyse response times and service quality
• Make sure work practices follow customer data protection rules
• Help to recruit, train and assess new staff
• Work on ways to improve customer service



Labour market 
Information

In the Careers section of the school website you can find the useful 
comparison tool the ‘Labour Market Information widget’.

Use the widget to compare different job roles in any employment 
sector or relating specifically to the ‘Job of the Week’.



Labour Market 
Information



Keep looking…

Life as a Customer Service Manager Discover Assia, Global Customer 
Service Manager in UK

Take a look at these short videos for 
inspiration…

What's it like being a Customer Service 
Manager at Greater Anglia? Customer Care Manager

Useful Websites

Membership for Organisations ⋆ Institute 
of Customer Service

Career planning for a customer service 
role: the top 5 skills that will help you 
stand out – Careers Blog

How to become a customer service 
apprentice: William's story - BBC 
Bitesize

Customer service manager job profile | 
Prospects.ac.uk

Institute of Leadership and Management

Use these links to learn more about our job of the 
week.  Consider the various pathways leading to the 
career. What you can be doing now to help yourself 

and other roles in the industry.

https://www.youtube.com/watch?v=ZUO8eTSEd4Q
https://www.youtube.com/watch?v=e1nQCjFQGkE
https://www.youtube.com/watch?v=e1nQCjFQGkE
https://www.youtube.com/watch?v=kH-VfEnt4bA
https://www.youtube.com/watch?v=kH-VfEnt4bA
https://www.youtube.com/watch?v=G-5vwVVBmaY
https://www.instituteofcustomerservice.com/membership/
https://www.instituteofcustomerservice.com/membership/
https://blogs.reading.ac.uk/careers/career-planning-for-a-customer-service-role-the-top-5-skills-that-will-help-you-stand-out/
https://blogs.reading.ac.uk/careers/career-planning-for-a-customer-service-role-the-top-5-skills-that-will-help-you-stand-out/
https://blogs.reading.ac.uk/careers/career-planning-for-a-customer-service-role-the-top-5-skills-that-will-help-you-stand-out/
https://www.bbc.co.uk/bitesize/articles/zbxt8xs
https://www.bbc.co.uk/bitesize/articles/zbxt8xs
https://www.bbc.co.uk/bitesize/articles/zbxt8xs
https://www.prospects.ac.uk/job-profiles/customer-service-manager
https://www.prospects.ac.uk/job-profiles/customer-service-manager
https://www.i-l-m.com/learning-and-development/leadership-and-management-qualifications
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