Job Responsibilities of a Branch Manager

A Branch Manager in a service center oversees the day-to-day operations, ensures customer
satisfaction, and drives the business toward its goals. Below are the key responsibilities:

1. Leadership and Team Management

e Supervising Staff: Manage and guide employees, including technicians, sales staff,
and customer service representatives.

e Performance Management: Monitor staff performance, provide feedback, and
implement improvement plans as needed.

e Training and Development: Identify skill gaps and arrange training programs to
enhance team capabilities.

« Workforce Scheduling: Plan and organize staff schedules to ensure efficient
operations.

2. Operations Management

o Service Delivery: Ensure that all customer services (repairs, maintenance, etc.) are
delivered efficiently and on time.

e Process Optimization: Develop and implement standard operating procedures to
enhance efficiency.

e Inventory Oversight: Monitor stock levels of spare parts, tools, and coordinate
replenishments.

e Maintenance of Equipment: Ensure all tools and machinery are well-maintained and
operational.

3. Customer Relationship Management

o Customer Satisfaction: Ensure a high level of customer satisfaction by addressing
issues promptly and effectively.

o Escalation Handling: Resolve escalated complaints and complex customer concerns.

o Building Relationships: Foster strong relationships with customers to encourage
repeat business and referrals.

o Feedback Collection: Regularly gather and analyze customer feedback to improve
service quality.

4. Financial Management

e Budget Management: Develop and manage the branch’s budget to control expenses
and maximize profitability.



e Revenue Growth: Monitor revenue streams, identify new opportunities, and
implement strategies to increase income.
« Billing and Payments: Oversee invoicing and ensure timely collection of payments.

5. Sales and Marketing

o Sales Target Achievement: Drive the branch toward achieving or exceeding sales
goals for products and services.
o Promotional Activities: Develop and execute localized marketing strategies to attract

new customers.
o Upselling and Cross-Selling: Train the team to promote additional services and

products to customers.

6. Compliance and Risk Management

« Policy Adherence: Ensure that all branch activities comply with company policies
and regulatory requirements.

« Safety Standards: Maintain workplace safety for both employees and customers.

o Audit Readiness: Prepare for internal and external audits, ensuring all records and
processes meet standards.

7. Reporting and Communication

o Performance Reporting: Provide detailed reports on financial, operational, and
customer service metrics to CEO

e Team Communication: Conduct regular meetings to keep staff informed of goals,
updates, and expectations.

o Customer Insights: Share insights on customer needs and service trends with higher

management.

8. Strategic Planning and Execution

o Goal Setting: Establish branch goals aligned with overall company objectives.

o Competitor Analysis: Monitor local competitors and implement strategies to
maintain a competitive edge.

« Innovation: Identify opportunities for new services or process improvements to
enhance customer experience.



9. HR Work

PRIMARY RESPONSIBILITY

Prepare all HR related documents & Policies

Tracking employee performance and provide training and support to improve.
Improving work culture in organization for team building and Loyalty.
Communication with team on owner’s Behalf

Helping CEO in work co-ordination.

Manage leave, Attendance, Salary finalise.

Skills Required:

Leadership and team management

Strong communication and problem-solving abilities
Operational and financial acumen

Customer service and relationship-building skills
Sales and marketing knowledge

Proficiency in service management tools and software



