
 

 

Job Description 
   

Objectives 

The Executive Resolutions team is responsible for building and maintaining highly effective 
channels of communication to address customer dissatisfaction with the critical objective of 
overcoming complaints and driving an experience that improves the customers confidence 
and relationship with Daisy Corporate Services. The team owns the DCS complaints function 
which includes Director/CEO/Chairman level complaints.  

The role of Senior Executive Resolutions Manager is focused on leading a small, but highly 
competent Executive Resolution Team maintaining a robust and efficient process for ongoing 
communication to resolve complaints. The senior position will manage reporting, trend and 
root cause analysis as well as supporting the business with improvement measures to reduce 
complaints and dissatisfaction. 

Responsibilities 

 Leading and motivating a small team to deliver objectives, with accountability for how 
complaints are handled, resolved and improvement is driven into the business. 

 Support the team function to log and resolve all incoming complaints, both verbal and 
written. 

 Act as an escalation point for members of the Executive Resolutions Team 

 Carry out complex investigative review across multiple departments and team in 
order to understand matters fully. 

 Create and deliver high quality reporting and analysis on team performance and 
complaints information. 

 Restore customer confidence in DCS through effective communication, skilled 
negotiation and delivering against set expectations. 

 Build strong working relationships internally and with third-parties in order to discover 
root causes of complaints and achieve satisfactory dispute resolutions. 

 Driving activity focused upon continuous improvement across the department and the 
Company by reviewing and recommending improvements on all Customer Service 
and Operational processes 

 Monitor, respond and provide advice to customers who have been impacted by fraud 

 Ensure all systems are kept fully updated 

 Deliver a high level of customer service to achieve maximum customer satisfaction 

 Be vigilant for possible fraudulent activity and if necessary raise a security incident 
report using the template accessible via the corporate Intranet. 

 Periodically review Daisy Security Policies – centrally hosted on the Intranet - to 
ensure full compliance with current legal, regulatory and company requirements. 

 As a Manager of staff, you must ensure: 
 your team are aware of their security responsibilities & know how to access 

Daisy Group Security Policies hosted on the Intranet; 
 the principles listed with the Daisy Group Security Policy Statement 

document are embedded within the operations of your team. 

 Carry out any ‘ad hoc’ assignments as and when required. 

 To be compliant with health and safety company policy and legislation. 
 

Job Title: 
Reports to: 
Department: 
Hours of work: 

Senior Executive Resolutions Manager 
Customer Experience Manager 
DCS Customer Services 
Monday to Friday, 8:30am – 5:30pm 



 

 

Knowledge, Skills, Experience 

 

 Previous experience in a Complaints Management or Senior Complaint Handler role 
is essential 

 Previous experience in a Customer Service role is essential 

 Excellent verbal and written communication skills 

 Ability to examine and understand situations to understand the root cause and 
ultimately develop a successful resolution 

 Ability to creatively problem solve around complex issues 

 Demonstrable understanding of and the ability to work with emerging technologies 

 Experience of having direct reports in essential 

 Ability to manage a team and drive the improvement and development of direct 
reports 

 Strong attention to detail 

 Ability to prioritise own workload and that of others as well as being able to work 
autonomously 

 Ability to deal with escalated resolutions to solution and identify ownerships of issues 
 

Working Location/Environment 

 
Nelson 

 
                                                                                                          


