
 

JOB DESCRIPTION 
 

TITLE 
Customer Experience Manager 

 
LOCATION 

The Lakes Distillery Company Limited 
Gosforth, Newcastle upon Tyne 

 
RESPONSIBLE TO 

Ecommerce Manager 
 

Salary  
Salary negotiable dependent on experience / Full time 

 
 

STATEMENT OF PURPOSE:  
To manage customer queries, purchases and complaints to provide a 

seamless and positive customer journey, exemplifying the Lakes 
Distillery brand experience. 

 
 

KEY RESPONSIBILITIES 

 
- To become the customer champion in the business where customers are put 

first above all else 
- Respond to all customer enquiries by phone, email or face-to-face 
- Taking telephone web orders  
- Giving quotations and checking product availability 
- Processing refunds and order cancellations 
- Ensure gifting messages & special requests are adhered to 
- Handling complaints & escalating them to the appropriate department  
- Picking up Bistro & Tour phone calls if not picked up by distillery, taking 

tour bookings and table booking requests 
- Create and monitor a set of KPIs to include number of complaints, speed of 

handling enquiries, delivery accuracy and any recurring themes or problems 
 

 

 
LIAISON WITH CARRIERS 

 
- Track orders and contact relevant depot to organise delivery & missed deliveries 

for ecommerce & trade orders 

- Assisting warehouse with organising collections and delivery slots where 
applicable 

- Organising compensation where due 



 

 
 
 
 
 
 
 

MEMBERSHIP MANAGEMENT & CUSTOMER 
ADMINISTRATION 

 
- Accurate management of customer records  

- Updating addresses & contact details  

- Processing data securely and treating data protection with the greatest respect 

- Project management of membership bottle delivery  

- Recruitment of temporary staff for peak periods 

- Management of VIP membership clubs & correspondence 

- Monitor payments & missed payments of membership clubs, chasing missed 

payments where due 
 
 

ADMINISTRATION 
 

- Office administration where required 

- Meeting notes 

- Booking catering and meeting rooms where required 
 

 
EXPERIENCE REQUIRED 

 
- Proven track record in providing first class customer experience  

- Ideally with a background in consumer goods or hospitality industry 

 

 

SKILLS REQUIRED 
 

- Willingness and desire to deliver best-in-class customer care and create a 
seamless customer journey 

- Positive ‘can do’ attitude and plenty of patience 

- Approachable manner  

- Eloquent and well spoken English 

- Excellent written English 

- The ability to handle and resolve difficult situations 

- IT and administration skills 

- Accuracy and attention to detail is a MUST 

 
 
 

Please note occasional weekend work may be required. 
 
 
 
 



 

This document outlines the duties required for the post for the time being, to indicate the level of responsibility. It is 
not a comprehensive or exclusive list and duties may be varied from time to time which do not change the general 
character of the job or the level of responsibility. 
 


