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Job Description
	Job Title
	Customer Experience Manager

	Department
	Business Operations

	Reports to
	Business Operations Director

	Responsible for
	NA


Job Purpose 
The Customer Experience Manager is the primary interface with our customers, responsible for reviewing, managing, and continuously improving the end-to-end customer journey. In this role, you will ensure seamless communication, exceptional service delivery, and a consistent customer experience from initial commercial engagement through technical site visits, project delivery, installation, commissioning, and ongoing support.
Working closely with the Head of Operations, you will ensure that logistics plans are accurately executed, aftercare is efficient, and ongoing issues are proactively monitored and resolved. You will play a pivotal role in coordinating communication between customers and internal teams, ensuring that information flows effectively and that guidance on key issues is clear and timely.
As the first point of contact once a contract has been signed—and the bridge between customers, commercial teams, engineering, and project delivery—you will ensure that customer needs are fully understood, expectations are set appropriately, and solutions are delivered safely, efficiently, and to the highest standard. This role blends technical understanding, operational coordination, and customer excellence to support Bennamann’s growth in a rapidly evolving clean energy market.
Our CRM system is powered by HubSpot. As the customer experience function grows under your leadership, the successful candidate will also help identify and support the implementation of a digital customer service platform to further strengthen our capabilities.
Duties and responsibilities
Customer Journey Ownership
· Review, document, and continuously refine the end‑to‑end customer journey across hardware, software, and service touchpoints.
· Ensure a consistent, high‑quality customer experience from contract signing through to installation, commissioning, and long‑term operation.
· Identify friction points and implement improvements that enhance customer satisfaction and operational efficiency.
Customer Communication & Relationship Management
· Act as the primary point of coordination for customers throughout the lifecycle of their project.
· Ensure clear, timely, and proactive communication between customers and internal teams.
· Translate technical information into customer‑friendly language and ensure expectations are well managed.
Technical & Engineering Coordination
· Lead or coordinate technical site visits, ensuring TSA’s accurate assessment of customer requirements, site conditions, and installation feasibility.
· Work closely with engineering, product, project management and operational teams to ensure customer needs are understood and incorporated into delivery plans.
Project Delivery Support
· Oversee the customer-facing aspects of project delivery, ensuring smooth handover between commercial, engineering, and installation teams.
· Track progress of installations and commissioning activities, ensuring customers are informed and engaged throughout.
· Support the resolution of technical or operational issues, escalating appropriately and ensuring timely closure.
Customer Feedback & Continuous Improvement
· Gather, analyse, and report customer feedback to inform product development, service improvements, and operational enhancements.
· Work with the Product Team to ensure customer insights shape future product features, service offerings, and support models.
· Monitor customer satisfaction metrics and drive initiatives to improve performance.
Cross‑Functional Collaboration
· Collaborate with commercial, engineering, product, operations, and customer support to ensure alignment and a unified customer experience.
· Support the creation of customer‑facing materials, onboarding guides, and technical documentation.
Compliance & Safety
· Ensure all customer interactions, site visits, and project activities adhere to Bennamann’s ISO standards and H&S requirements.
· Maintain accurate records and documentation in line with company processes.
Reporting
· Provide regular updates to the Product Manager and Senior Leadership Team on customer experience performance, risks, and opportunities.
Team/Management of Team 
· Proactive member of motivated and engaging team
· Participate actively in team meetings and proactive in own review and development
· Supportive member of team, role modelling Bennamann values in both internal and external relationships
H&S
· Responsible for own H&S (and that of direct reports), adhering to company guidelines be this in an office / workshop setting, on site, in a vehicle and / or any other reasonable context
· Ensuring H&S is maintained through all department activities
· Highlight any H&S risks you identify to management
· Ensure you have any and all reasonable PPE and highlight any deficiencies to management who will address as required
· 

Person Specification

	ATTRIBUTES
	ESSENTIAL (must have these skills or experience)
	DESIRABLE (prepared to train or develop in these areas)

	Relevant Experience Work and non-related work experience relevant to the job and organisation
	· Proven experience in a customer experience, customer success, technical account management, or service delivery role.
· Professional, customer centric, hungry to please, presented in a great manner for both customers and team
· Assertive and confident behaviour, with a robust character and resilience to achieve positive outcomes
· Experience managing complex customer journeys involving hardware installation, commissioning, or technical fieldwork.
· Demonstrated ability to coordinate cross‑functional teams and manage customer expectations.
· Excellent communication skills, with the ability to translate technical concepts into clear, customer‑friendly language.
· Proven experience in a customer experience/account manager role, ambitious to make great customer contacts and be a key role owning the management of customer experience

	· Strong background in engineering, technical operations, or clean‑tech/energy systems
· Experience in renewable energy, agriculture, biomethane, or related engineering sectors.
· Experience in a field service role, supporting technically and as customer interface
· Understanding of biogas/biomethane systems, energy infrastructure, or engineering project delivery.
· Experience working with regulatory, commercial, or technical stakeholders in energy or engineering environments.

	Education/ Training Specific qualifications and or training 
	· Customer services related training/courses
	· Bachelor’s degree in Engineering, Business, Environmental Science, or a related field; or equivalent technical experience.

	Qualities, knowledge & skills
Personal skills, qualities, behaviour, most of these will be essential as many of these cannot be trained
	An empathy and affinity with the Bennamann company values: 
· Safety
· Curiosity
· Integrity
· Passion
· Respect
and traits: 
Humility, Empathy, Creativity, Innovation, Open Minds, Transparency 

In addition:
· Strong organisational and coordination skills.
· Ability to thrive in a fast‑paced, evolving environment.
· Excellent problem‑solving and decision‑making abilities.
· Confident, professional, and able to represent Bennamann effectively with diverse stakeholders
· Commitment to ISO compliance, process adherence, and safe working practices.
	

	Additional factors Working conditions/hours, ability to drive, any special working conditions (eg gas handling)
	· Ability to travel to national locations and customer sites if and as appropriate 
	

	
All candidates must have the current legal right to work in the UK 
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