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Job Title:	General Manager - Fleet Customer Services 
Department:	Fleet – Corporate Service and Supply 
Location:	Milton Keynes 
Date Completed	June 2026 
Job Band:	9 
Job Strata:	Lead 

	ORGANISATIONAL STRUCTURE





	PRIMARY PURPOSE OF THE JOB

The General Manager of Fleet Customer Services leads inspires and manages the operational performance of our full Customer Services function working in close collaboration with our Sales and Account Management team and our customers both direct and intermediary based. 

As part of the Senior Leadership Team in Fleet Operations, the role exists to develop and maintain high performance, to lead engaged and motivated colleagues and teams and ensuring appropriate outcomes for customers and stakeholders within Fleet and external for Fleet. In addition, the role will also provide strategic direction and vision for the future needs and requirements of VWFS Fleet to retain and grow our customer base with our target of being the number on Leasing company by 2030, which is aligned to the VWFS European Fleet Programme. 

As well as ensuring delivery of market leading customer service and satisfaction the role ensures that the customer journey is managed compliantly within all relevant regulatory and legal frameworks adhered to.



	MAIN RESPONSIBILITIES 

· Lead and motivate the operational areas performance and delivery in all aspects; developing an effective operational management team that delivers results through engaged employees that drives great customer outcomes and delivers against the strategic objectives, business imperatives, and fulfils regulatory needs. 
· Develop and deliver KPIs and Key Risk Indicators (KRIs) for each area of responsibility, and manage the department’s delivery and output via a framework of prudent and effective controls which enable risks to be assessed and managed appropriately
· Develop and enhance Key Service Level Agreement reporting to provide full visibility of output performance and re-direction of focus where appropriate. 
· Facilitate foundation and roll out of new finance platform for Customer Services throughout maximising all efficiencies and enhancements accordingly.
· Develop and manage a strategic plan to continually evolve and enhance customer service quality with the aim of both account retention and new business attraction. 
· Continue to develop and enhance the quote to order process including closer interaction of vehicle purchasing processes to the quote/order process to minimise conflict and challenge and ultimately ensure a smooth transition within SLA. 
· Ensure the full and appropriate integration of these varied teams/functions to leverage synergies and efficiencies and to create organisational and operational alignment (as appropriate). Particular focus on the purchasing interaction within the Quote and order process as a whole. 
· Create and maintain a productive and engaging working environment that enables a high performance culture in line with VWFS’ Living Our Spirit values and ethos, setting, maintaining and embedding standards in terms of behaviour, culture and performance across the teams
· Facilitate and lead organisational change and build capability to meet the current and future growth requirements of the business
· Create an environment for the team to identify and implement improvements in processes / systems / ways of working through evaluating the quality of work, creating operational efficiencies or enhancing customer or colleague experiences
· Ensure compliance with all regulatory requirements and that the key element of Treating Customers Fairly (TCF) is truly embedded; maintain teams that operate in full compliance with FCA requirements
· Work closely with Risk to ensure the appropriate scorecards are delivered operationally for the benefit of the business and supporting the Head of Fleet Corporate Service and Supply on the Operational Risk Committee and Customer Conduct Forum. 
· Manage corporate customer complaints in line with VWFS processes and systems
· Build functional relationships with customer nominated and VWFS preferred dealer groups and manufacturers both VWG and Multi Marque ensuring smooth service provision and delivery to customers. 
· Represent Fleet on the Customer Conduct Forum providing the business with full visibility on customer outcomes, challenges and improvements against a set of agreed KPI’s.
· Build and maintain effective relationships with relevant parties, including Customer Operations, VWG, Dealer Groups, Board of Management stakeholders, Fleet third party suppliers and other relevant counterparts to support improvements in how customer service processes requirements are managed 
· Lead the further development of VWFS’ customer service proposition(s) to improve customer satisfaction and deliver on VWFS’ role as Brand guardians
· Manage the cost centres overheads, headcount and budgets within agreed parameters to achieve the strategic objective of “operating confidently in control”
· Ensure regulatory and commercial risk is minimised through the effective management of ‘high risk’ processes that have a significant business consequences

	PRINCIPAL CONTACTS / WORKING RELATIONSHIPS

· Stakeholder accountability interfacing with key senior level stakeholders, namely Heads of Function, the Directors across VWFS (BoM), Dealer representatives as well as external Suppliers  - informing, presenting, guiding and having collaborative dialogue
· Daily interaction, coaching, supporting, challenging direct reports and peers, particularly with the Operational Leadership Team 
· Daily interaction with Fleet Senior Leadership Team, building, influencing, collaborating, supporting the team
· Relationship and cooperation with a number of third-party systems providers including Leaselink, WCG (CALMS), Salesforce, Genysis (Telephony) to manage continual improvement and escalation challenges that may arise  
· Working directly and closely with the Fleet Sales team to ensure full understanding of service requirements for both day-to-day output quality and future enhancements. 
· Negotiate and influence with senior internal and external stakeholders to resolve and influence right customer outcomes
· Build and maintain effective relationships with other areas of the business including but not limited to; Customer Operations, Risk Management, Asset Risk, Training, Procurement, Learning and Development, HR, Recruitment, IT and Finance departments 




	DECISION MAKING SCOPE

· Feed into and drive the business strategy and operational approach and define functional objectives
· Key role as part of the Senior Leadership team to influence and champion the customer agenda
· Ensure timely and sound decisions are made in line with regulatory and legislator requirements
· Decide when and what to escalate to other senior stakeholders for awareness / support
· Decide how best to meet and service the needs of different stakeholders and operate in line with the brand values and within the limits of authority





	KEY CHALLENGES

· Balancing competing demands for time and resources across a varied scope of customer facing activities and with a variety of stakeholders 
· Maintaining agreed and contractual SLAs which will differ by customer and by channel 
· Balancing need for high performance with need to create engaging workplace for employees
· Ensuring that all areas perform in line with budgets and FTE expectations as well as OPEX ambitions
· Implementation of new finance platform (Alfa) with existing processes and ensure minimal customer inconvenience during transition  
· Embed full end to end Quote to Delivery visibility reporting and reduce process friction between each step 




	STATISTICAL DETAILS

1. Number of direct reports (state extent of supervisory responsibility)
a. 6 direct reports (Band 5) 

Indirect reports 
Customer services (Purchasing and Sales Support) 
· Approx. 54 colleagues based in Milton Keynes across 6 teams with different customer focus and service provisions as well as working on all aspects of vehicle purchase with VWG and Multi Marque brand manufacturers and dealers 

2. Economic data (Level of budgetary or expenditure control)

· Purchase of c 1400 vehicles per month with total value in excess of £500m pa
· Management of overtime and temporary staff budgets totalling c £200k pa 



	




	EDUCATION, TRAINING AND EXPERIENCE

· Educated to degree level or holds a professional qualification or equivalent experience
· Extensive management/senior management experience within a customer-facing environment
· Experience of implementing and managing risk, financial/budget management
· Significant experience of managing change, including people, cultural, technology and process transformation 
· Significant experience in people management and effective team leadership
· Experience of applying Situational Leadership in practice
· Significant experience within the Financial Services and/or relevant Automotive sector(s) such as Fleet Management 
· Understanding and experience of relevant regulatory requirements
· Experience of engagement with third party suppliers both service based and software based  
· Demonstrable experience of driving performance delivery of self and others
· Experience of actively managing stakeholders at varying levels and operating within/delivering through cross functional teams
· Significant experience of improving the customer experience and turning around customer delivery operations  





	SKILLS & PERSONAL CHARACTERISTICS REQUIRED

· Well-developed interpersonal, influencing and communication skills
· High levels of self-awareness and emotional intelligence
· Able to share information, listen and create two-way dialogue to build openness and commitment
· Ability to lead, coach, motivate and develop people, creating a widespread commitment to achieving business goals and understanding risk culture of the business
· Proactively focuses on continual professional development for self and others
· Able to balance both commercial performance with employee experience and engagement, ensuring fair treatment, transparency and value to customers and employees.
· Strong relationship building skills with proven ability to create a common purpose and involve others to maximise the contribution of all
· Proven ability to analyse and interpret issues objectively and make sound decisions for the business
· Ability to work under pressure and adhere to strict and sometimes challenging deadlines
· Able to take a proactive approach with the flexibility, pragmatism and ability to react appropriately and effectively to changing circumstances and demands
· Proven ability to drive change and develop organisational structures that meet changing business requirements  
· Demonstrates energy and drive to question existing approaches, take the initiative and be dedicated to driving improvement
· Proven ability to effectively plan the workload in a demanding and customer focused sales and/or customer service environment to maximise delivery of business objectives
· Ability to motivate and lead a team circa: 60+
· Highly motivated and organised





	CAREER PATH

Equivalent jobs which could constitute lateral moves:
Head of Collections, Head of Customer Resolutions, General Manager or Project Management with high customer and people elements 

On leaving this job, a job that would be considered a promotion is: Head Of level roles






Head of Fleet Operations
Band 10


Maintenance and Aftersales Manager Band 8


GM Fleet Customer Services
Band 9


Supply Manager 
Band 8


6 x Fleet CS Team Managers 
Band 5


6 x Fleet Snr CS Executives
Band 5 


x 39 Fleet CS 
Executives
Band 2


Change and Quality Manager 
Band 8


Partnerships Manager Band 8


x 2 Fleet CS Advisors 
Band 1
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