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JOHN ROE GROUP 
 

ROLE DESCRIPTION & PERSON SPECIFICATION 
 

 
Position: Aftersales Manager  
 
 

Summary of Purpose 
  

To lead and manage the Centre’s After Sales team to deliver profitability and 
customer satisfaction 

 

 
 

Leads the After Sales Team 

• Ensures all members of the After Sales team understand the implications of 
the Toyota Experience for their role and monitors performance against agreed 
customer service targets (CRS) 

• Leads the team by personally demonstrating and encouraging the skills and 
behaviours associated with the Toyota & John Roe Standards 

• Ensures that the After Sales team (service, workshop, parts) work closely with 
colleagues in Sales and Administration to deliver excellent customer service 
 

Manages performance to achieve key targets and deliver continuous 
improvement 

• Manages the day to day operations of the Service, Parts & Smart Repair 
Departments to ensure the achievement of key targets (e.g. workshop loading, 
labour sales or parts sales)  

• Ensures the After Sales team follow key processes in day-to-day working  

• Continuously reviews and improves After Sales processes and systems to 
deliver increased levels of customer satisfaction whilst maximising profitability 
and quality of workmanship 

• Plans and manages parts mix and stock levels to meet customer requirements 
and minimise cost.   

• Manages stock visibility to ensure all necessary personnel have accurate 
information on availability and price  

• Works with colleagues across the Centre to investigate and resolve customer 
complaints 

• Ensures all Service Advisers make customer follow up calls within agreed timescales 

 
 

Manages and develops individuals 

• Monitors staff training needs, ensuring training and development plans are in 
place and up to date for all members of the team – adherence to Toyota 
Standards 

• Works with individuals to address performance issues e.g. by providing 
coaching 

• Assesses potential recruits for the After Sales team 
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Provides advice and sign-off on key issues 

• Manages approved sub-contract Body Shop processes and operations where 
appropriate 

• Design local promotions, negotiating with local suppliers to achieve the best 
possible terms and monitors results accordingly 

• Manages the marketing activity of the Service team e.g. to ensure that contact 
is maintained with lapsed customers 

• Plans and manages resource requirements e.g. consumables and specialist 
tools 

• Manages warranty claims processing, ensuring manufacturer's requirements 
are followed 

• Manages the day to day activities of the Service valeting team and drivers 

• Negotiates with non franchise parts suppliers 

• Agrees goodwill gestures and customer discounts 

• Designs local promotions, negotiating with relevant suppliers to achieve the 
best possible terms and monitors results accordingly 

• Manages After Sales marketing activity e.g. to maintain contact with lapsed 
customers 

 
Provides support to less experienced colleagues  

• Coaches and supports apprentice technicians (through lead 
technician/controller) – for example by explaining a repair on a step-by-step 
basis as it is being carried out, or allowing an apprentice to carry out part of a 
job 

• Provides assistance and guidance to colleagues who are less skilled or 
knowledgeable about a particular vehicle or technology 

• Ensure and monitors training for all Service Team members using the 
Academy system. 

• Ensure all training standards and requirements are met in line with TGB 
standards for compliance. 

 
Works as a full member of the Centre team 

• Works with colleagues an other teams across the Centre to provide a 
seamless service to customers (e.g. by informally observing and responding to 
the needs of customers who are not being attended to by other members of 
staff) 

• Acts as a full member of the Centre’s management team to take the business 
forward 

• Ensures opportunities for sales by other teams are followed up by the most 
appropriate specialist 

• Reports on technical problems using appropriate procedures 
 

 
Key Success Criteria 

• Workshop utilisation and efficiency 

• Accessory and parts sales (volume and margin) 
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• Achievement of budgets and departmental plans 

• Achievement of set targets 

• After Sales Performance Indicators (ASPI) 

• Improvement and maintenance Customer Satisfaction (e.g. CRS for Service 
customers and Mystery Shopper) 

• Improvement and maintenance Customer Retention (of Service customers) 

• Staff motivation and turnover 

• Teamworking across Centre  

• Delivery Quality Index 

• Monitor & drive retail hours sold/park penetration (against budgeted job times) 

• Monitor number of vehicle returns (fixed right first time) 

• Ensure H&S compliance to minimise accident rates 

• Lead, drive and motivate a large team  

• Support provided for apprentices and all staff 

• Monitors and has responsibility for training compliance 
 

 

 

Personal Specification 
 

Essential 
 

 Previous service & parts manager experience in a busy franchised  
dealership environment 

 Ability to lead, drive and motivate a large team  

 Previous experience of working to and successfully achieving targets  

 Have the ability to work to high standards whilst working in a pressurised 
environment 

 Good standard of education with a qualification in Maths and English 

 Excellent communication, administrative and organisational skills 

 Excellent customer service/people skills delivering services to high 
standards 

 Polite, calm and approachable persona 

 Must be a team player 

 Ability to work on own initiative or with minimum supervision 

 Must have flexible ‘can do’ approach 
 
Desirable 
 

 NVQ Lv2 or higher in customer service/business administration 

 Hold a recognised motor industry qualification or equivalent  

 Must hold a full drivers licence 
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General 
 
The above principal accountabilities are not exhaustive and may vary without changing 
the character of the job or level of responsibility 
 
The above duties may involve having access to information of a confidential nature, which 
may be covered by the Data Protection Act.  Confidentiality must be maintained at all 
times. 
 
The post holder must be flexible to ensure the operational needs of John Roe Group and 
partnership organisations are met.  This includes undertaking duties of a similar nature 
and responsibility as and when required. 
 
To promote John Roe Group’s Equal Opportunity Employment Policy 
 
The Health & Safety at Work Act (1974) and other legislation places responsibilities for 
Health & Safety on all employees.  Therefore, it is the post holder’s responsibility to take 
reasonable care for the Health and Welfare of him/herself and other employees in 
accordance with legislation and John Roe Group’s Safety Policy and programme. 
 
Where the post holder is disabled every effort will be made to supply all the necessary 
employment aids, equipment or adaptations to enable him/her to perform the full duties of 
the job.  If however, a certain task proves to be non achievable then job redesign will be 
given full consideration.   
 
It is the responsibility of the individual to inform the Health & Safety Department (In 
Strictest Confidence) of their medical history and any changes, which could affect their 
work duties. 
 
 

Competency scale 
 

Competency’s are about your personality & behaviour – what we expect to 
see/not see in your role/your level within our business.   
 
 

Job title 

1. 
WORKING 
THE JOHN 
ROE WAY 

 2. BUILDING 
AND 
MANAGING 
RELATION - 
SHIPS 

3. 
MANAGING 
AND 
DEVELOPING 
PERFORMA - 
NCE  

4. LEADING/ 
ORGANISING 
& 
DELIVERING 
RESULTS 

5. 
ORGANISA 
- TION 
CONTEXT - 

SALARY 
BANDING 

Aftersales 
Manager 3 3 3 3 2   
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1. WORKING THE JOHN ROE WAY - basic standards & ways of working come from within  & are naturally displayed.                                                                                                                                                                                                                             
Why is this important?                                                                                                                                                                                                      

Having a natural passion for high standards in all areas of the role will allow the person to stand out above others, who 
may then follow their lead. 

Level 3 - Uses broader & detailed understanding of all key ways of working to manage the service provided to customers  - Manages a 
medium/large team to deliver outstanding service to customers  

 - Ensures own team understands & implements important ways of working 

 - Ensure important new ways of working are put in to practise with a flexible can do approach 

 - Uses performance data & customer feedback to monitor achievement of centre standards & important ways of working 

 - Work with own team to evaluate new ways of working & suggest how they can be improved (problem with solution)  

 - Takes corrective action where new ways of working have not been met/fully adopted   

 - Ensures that recruitment & promotion criteria includes assessment of candidates & customer focus 

 - Sets clear individual standards & objectives that include customer service & performance 

 - Does not accept poor services levels & works vigorously to improve service shortfalls 

 - Makes day to day business decisions that prioritise customer service along with short & medium profitability 

 - Works with the team to identify & deliver continuous improvements to customer service 

 - Always adheres to JR processes including service/processes - motivates and ensures all teams members portray/follow the same (including 
necessary action for non-compliance) 

- Always displays professional appearance, high standards of behaviour/conduct/attitude - motivates and ensures all teams members 
portray/follow the same (including necessary action for non-compliance 

 - Takes action where necessary for ensuring team members follow the JR way/standards/rules - referring to Senior Management where 
required  
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2. BUILDING AND MANAGING RELATIONSHIPS -  is developing rapport and working effectively with a diverse range of people, sharing  
knowledge and skills to deliver shared goals. 

Why is it important?                                                                                                                                                                                            Having good 
working relationships with colleagues and effective alliances with external partners will help create an organisation people want to 

work with, enabling more effective delivery of the organisation’s strategic priorities. 

Level 3 - Is presenting information and arguments clearly and convincingly so that others see us as credible and articulate, and engage 
with others.     So that we can effectively engage our diverse audience - colleagues,  internal/external partners - and ensure they 

understand, respond to what is needed and help us to deliver objectives. 

 - Actively engages partners and encourages others to build relationships that support GLA objectives 

 - Understands and recognises the contributions that staff at all levels make to delivering priorities 

 - Proactively manages partner relationships, preventing or resolving any conflict 

 - Adapts style to work effectively with partners, building consensus, trust and respect 

 - Delivers objectives by bringing together diverse stakeholders to work effectively in partnership 

 - Develops & plans targets for a large team to deliver overall business objective 

 - Ensures individuals have personal targets and that they reflect the overall objective of the business 

 - Monitors performance against key measures & communicates results 

 - Makes commercial decisions taking into account existing company guidelines, precedent & own judgement  

 - Personally manages complex individual performance problems using formal procedures 

 - Coaches colleagues in performance management skills & techniques 

 X Invests time in relationships that have limited organisational benefit 

 X Misses opportunities to build new relationships or work in partnership 
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3. MANAGING AND DEVELOPING PERFORMANCE -  … is setting high standards for oneself and others, guiding, motivating and 
developing them, to achieve high performance and meet the company’s objectives and statutory obligations. 

Why is it important?                                                                                                                                                                                                          
We want to perform at the highest standard to deliver the GLA’s objectives. This means encouraging everyone to use their skills and 

knowledge in the most effective way and develop to their full potential. 

Level 3 - Demonstrates clearly the importance of development & training so that we can effectively engage our diverse workforce - 
colleagues,  internal/external partners - and ensure they understand, the importance of development & feedback to the individual & 

team success 

 - Motivates and inspires others to perform to their best, recognising and valuing their work and encouraging them to learn and reflect  

 -  Sets clear direction and expectations and enables others to interpret competing priorities  

 - Agrees and monitors challenging, achievable performance objectives in line with company priorities  

 - Manages performance issues effectively to avoid adverse impact on team morale and performance 

 -  Promotes a positive team culture that respects diversity and deals with barriers to inclusion 

 - Develops others - Demonstrates confidence in others to do the job/deal with the problem and has the ability to delegate effectively, 
by delegating authority as well as responsibility  

 - Develops others - Creates opportunities to be innovative and think about things differently   

 - Develops & provides development opportunities through various approaches, including training or giving new responsibilities (with 
appropriate support)   

 X Tolerates behaviour which negatively impacts the performance, development and morale of others  

 X Avoids tackling performance issues 
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4. LEADING/ORGANISING & DELIVERING RESULTS - … is thinking ahead, managing time, priorities and risk, and developing structured 
and efficient approaches to deliver work on time and to a high standard. 

Why is it important? Success is measured by results. We will be judged by our ability to turn ideas and opportunities into concrete 
actions, working in partnership with others to deliver clear outcomes in priority areas. 

Level 3 - demonstrates visibly to others a positive, flexible can do approach to learning, development & forever learning whereby 
experiences/situations are opportunities not problems 

 -  Monitors allocation of resources, anticipating changing requirements that may impact work delivery  

 - Ensures evaluation processes are in place to measure project benefit 

- Gains buy-in and commitment to project delivery from senior management 

 -  Implements quality measures to ensure directorate output is of a high standard  

 - Translates vision into action plans and deliverables  

 - Clarifies ambiguous problems, questioning assumptions to reach a fuller understanding 

 - Actively challenges the status quo to find new ways of doing things, looking for good practice 

 - Supports the organisation to implement innovative suggestions 

 - Clarifies direction and adapts to changing priorities and uncertain times  

 - Minimises the pressure of change for the directorate, lessening the impact for the team  

 - Uses change as an opportunity to improve ways of working, encouraging others’ buy-in  

 - Takes ownership for communicating change initiatives clearly, ensuring smooth implementation 

 - Keeps staff motivated and engaged during times of change, promoting the benefits  

 X Allows changes to project plans to impact on project delivery standards  

 X Sets unclear and vague task/project objectives which are hard to measure 
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5. ORGANISATION CONTEXT - achieving business objectives is part of any role , but management of self & others/team helps develops 
professional, profitable & customer focused centre & deliver exceptional business results. Why is it important? 
Business understanding, thinking outside the box, bigger picture, strategic thinking are all skills/experience/knowledge a well 
established GP,CP,Group role should have/display to successful run/lead a business or team 

Level 2  - Uses more in-depth knowledge of specific aspects to make day to day decisions 

 - Uses personal judgement & operational expertise in own day to day role 

 - Diagnoses routine problems or foresees issues and decides on best course of action/solution - usually by following established ways 

 - Gives clear instructions to others regarding aspects of their role that require specific operational guidance 

 - Ensures team tasks are completed in line with company procedures and regulatory rules 
 
 
 
 
 



10 
 

 
REVIEW ARRANGEMENTS: 
 

The details contained in this Job Description reflect the content of the job at the date it was 
prepared.  However, it is inevitable that over time, the nature of the jobs may change.  Existing 
duties may no longer be required and other duties may be gained without changing the general 
nature of the post or the level of responsibility entailed.  Consequently, the job description will be 
revised from time to time and John Roe Group will consult with the post holder at the appropriate 
time: 
 

                   
HR Department 
              
Signed:                                               Date of issue: 

 
Post holder 
 
 Signed:                                               Date of issue: 

 


