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JOB DESCRIPTION

	JOB DETAILS



JOB TITLE:	 Customer Care & Service Delivery Manager

HOURS:		 37.5 hours per week

REPORTING TO:	Head of Community Engagement & Lifestyle

BASE:			Regional

	JOB SUMMARY



At Athena Care Homes, we believe exceptional care begins with exceptional hospitality. The Customer Care & Service Delivery Manager will champion the resident and family experience across all our homes, ensuring every interaction reflects our values of warmth, dignity, and excellence.

This role will focus on nurturing a culture of care and hospitality that feels deeply personal and consistently outstanding. You will guide, coach, and inspire our teams to deliver moments of genuine connection and comfort, making every resident and family feel seen, heard, and valued.


	JOB SPECIFIC RESPONSIBILITIES



Customer Care & Experience
· Lead the design and delivery of an exceptional customer journey from first enquiry to long-term residency 
· Ensure every touchpoint, from the first call to move-in day and beyond, reflects Athena’s vision of person-centred care.
· Embed the respite membership in practice and work with the teams to ensure a meaningful experience and increase in conversion to repeat and permanent stays
· Develop and maintain service standards that embody the spirit of hospitality and excellence 
· Manage the customer journey element of the Care HQ, gaining insights on the customer experience from the information captured moving from functional to genuine engagement and understanding

Coaching, Training & Culture
· Coach, train, and mentor home managers and teams on customer experience, building relationships, communication, and hospitality principles
· Deliver workshops and one-to-one coaching to strengthen service mindset and consistency across all seven homes.
· Lead by example to inspire teams to go above and beyond in creating meaningful experiences 
· Support onboarding and induction processes to embed customer care values from day one.

Quality & Service Delivery
· Monitor service delivery standards and resident feedback, identifying trends and opportunities for improvement.
· Collaborate with Home Managers and the Operations Team to enhance resident satisfaction and family trust.
· Develop tools, resources, and best practices to ensure continuous improvement in the customer journey.
· Work with internal teams (e.g., Marketing, HR, Quality) to align communications, storytelling, and brand promise with the lived resident experience.

Regional Support & Leadership
· Provide a consistent presence across all homes, offering on-site support and guidance.
· Champion collaboration and shared learning between homes.
· Be a visible advocate for residents and families, ensuring their voice drives service development and delivery.




























	PERSON SPECIFICATION


	
	
	Essential Criteria

	Qualifications/Education
	· Minimum of a Level 3 qualification in Leadership, Management, Hospitality, or Health & Social Care is desirable.
· Formal training in customer service, coaching, or team development is a plus.
· Safeguarding training and awareness (or willingness to undertake) is essential given the care environment.
· Any professional certifications in care, hospitality, or service excellence would be advantageous.

	Experience

	· Significant experience in customer service, hospitality, or service delivery management; ideally within healthcare, care homes, or a high-touch hospitality environment.
· Proven track record in coaching, mentoring, and developing teams to deliver excellent customer experiences.
· Experience managing multiple locations or providing regional support is highly desirable.
· Demonstrated ability to resolve customer issues with empathy, professionalism, and creativity.
· Familiarity with developing service standards, customer journey frameworks, or quality improvement initiatives.

	Skills/
Knowledge


	· Strong leadership and interpersonal skills; able to inspire, coach, and influence staff at all levels.
· Excellent communication skills — verbal, written, and presentation — with an ability to convey warmth, clarity, and confidence.
· Highly organized with the ability to manage multiple priorities and regional responsibilities.
· Analytical mindset to monitor feedback, track service standards, and implement improvements.
· Strong problem-solving skills and a proactive, solution-focused approach.

	
Personal Qualities
	· Empathetic & people-centered: genuinely cares about residents, families, and staff; able to anticipate needs and respond sensitively.
· Passionate about service excellence: committed to going above and beyond to create memorable experiences.
· Coach & mentor: enjoys developing others and fostering a culture of learning and growth.
· Positive & resilient: maintains composure and positivity in challenging situations.
· Creative & innovative: looks for opportunities to enhance the resident journey and team engagement.
· Attention to detail: ensures every interaction and process meets Athena’s high standards of care and hospitality.



This job description reflects the current main organizational priorities for the position.  These priorities may develop and change in consultation with the post holder in line with needs and priorities of the business.  

2

2
Athena Care Homes 
image1.jpg
Athena

CARE HOMES (UK) LIMITED




