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ROLE AND RESPONSIBILITIES
Team Lead

Role: The Team Lead is responsible for overseeing the daily operations of the team, providing guidance, and ensuring high-quality customer service. They play a crucial role in training, mentoring, and motivating team members, setting performance goals, and driving overall team performance.
Responsibilities: 
1. Team Management and Leadership
· Oversee daily operations, ensuring team members adhere to company policies and meet their individual goals.
· Provide leadership and guidance to team members, fostering a collaborative and positive work environment.
· Conduct regular team meetings to discuss performance metrics, ongoing challenges, and opportunities for improvement.

2. Training and Development
· Conduct training sessions for new hires and provide ongoing training to existing team members as needed.
· Mentor team members and provide constructive feedback to aid in their professional development.

3. Performance Management
· Set performance goals for team members and track their progress.
· Implement strategies to enhance team productivity and customer service quality.
· Identify and address performance issues, taking corrective action as necessary.

4. Customer Service
· Ensure that all customer inquiries, concerns, and complaints are addressed promptly and effectively.
· Intervene in complex client issues or escalations as needed.
	
5. Administrative Tasks
· Prepare and present reports on team performance to senior management.
· Participate in hiring and recruitment processes as needed.



Key Performance Indicators (KPI’s):

1. Team Performance Metrics
The overall performance of the team, measured through metrics like customer satisfaction scores, call handling time, first contact resolution rate, service request completion time, etc.

2. Employee Retention Rate
A reflection of team satisfaction and the effectiveness of the Team Lead in maintaining a positive work environment.

3. Individual Performance Improvements
The degree to which team members improve their performance over time, reflecting the effectiveness of training and development initiatives.

4. Customer Satisfaction Score
The satisfaction level of customers, which reflects the quality of services provided by the team.

5. Team Productivity
Measured through metrics like the number of policies processed, calls handled, renewals handled, or service requests completed per team member.

6. Escalation Rate
The frequency at which the Team Lead has to intervene in client issues. This can indicate areas for improvement in training or processes.
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