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	Position Title:
	Group Customer Care Manager 
	Date:
	May 2026

	Location:
	Tahua HUB, Takapuna, Auckland
	Reports to:
	Head of Group Strategy 

	Direct Reports: 
	Customer Care team 

	

	Who we are:
Tahua Group Limited is a great Kiwi business, home to well-loved brands in retail and hospitality. Inspired by a common vision and a shared passion for hospitality/retail, we strive to serve our communities in a truly unique way based on our heritage in Aotearoa. Each of our brands operate independently as they face the market, but draw strength from, and are supported by, the collective resources, skills and solutions available through the Tahua community shared services (e.g.:  Information Technology, Finance, Payroll, Property, and People and Culture). Our three industry segments (Hospitality, Retail & Health) have clear focus on their brand’s impact and consumer positioning. Each brand celebrates its own unique identity and customer proposition; however, we are all connected through the shared Tahua values of ‘better’, ‘manaakitanga’ and ‘whanaungatanga’. 

	
Why you’ll love this role: 
At Tahua, customer experience is one of the clearest ways we create competitive advantage. Our brands interact with thousands of customers every day across stores, restaurants, digital channels, customer care teams, delivery partners and social platforms. Every interaction shapes how customers feel about our brands.

As Group Customer Care Lead, you’ll help the business deeply understand the voice of the customer and translate those insights into meaningful action. You’ll lead the evolution of Tahua’s customer care capability — moving beyond reactive customer service into proactive insight generation, operational improvement, and strategic influence.

This role sits at the intersection of operations, digital, customer care, data and brand experience across our hospitality and retail brands. You’ll build strong relationships as you work closely with operational leaders across retail, hospitality and support functions to identify friction points, improve customer journeys, and help shape future customer strategies. Working closely with the Head of Group Strategy, this role will partner with Business Leaders to help shape our customer experience strategy and explore emerging AI technologies that will enhance our customer responses and overall customer experience.

You’ll also lead the customer care function and ensure day-to-day customer interactions consistently reflect Tahua’s values and service expectations. This is a highly visible role for someone who combines operational pragmatism, curiosity, commercial thinking and a genuine passion for understanding people.


	What you’ll deliver in this role:


	Customer Care Operations
· Lead the day-to-day customer care function, ensuring high standards of service and responsiveness.
· Support and develop customer care team members to handle customer interactions professionally, empathetically and efficiently.
· Act as an escalation point for complex or high-risk customer situations.
· Ensure customer service standards and KPIs are consistently achieved across all channels.
Digital & Technology Enablement 
· Partner with Digital and Technology teams to improve customer-facing systems and tools.  
· Implement AI tools to augment and enhance agent responses to increase consistency, quality and productivity.
· Support the development and optimisation of customer platforms such as:
· Zendesk
· customer feedback systems
· CRM or loyalty platforms

Reporting & Strategic Insights
· Develop customer experience dashboards and meaningful reporting for operational and executive leaders.
· Provide regular insights on customer satisfaction trends, service performance, operational friction points, recurring complaints or issues, customer sentiment, emerging customer expectations.
· Develop frameworks to capture and analyse customer feedback across multiple channels including:
· customer care interactions
· reviews and social feedback
· NPS or customer satisfaction measures 
· operational complaints and compliments
· digital and eCommerce insights

Customer Experience Strategy 
· Build a stronger understanding of customer behaviour, sentiment and expectations across Tahua’s brands.
· Identify recurring themes, friction points and emerging trends that may inform future business strategy, operational improvements or investment decisions.
· Partner with operational and brand leaders to share those insights, identify opportunities to improve customer experience, and help embed customer-centric thinking into operational and strategic decision making.
· Support leaders to move beyond anecdotal feedback into evidence-based customer decision making


	What you’ll bring to the role:
Personal Attributes
· A leadership presence that is inspiring, grounded, people-centred, and commercially sharp.
· A coaching, empowering style that builds capability, confidence, and accountability at all levels.
· High resilience, humility, adaptability, and a steady hand in complexity and change.
· Open, growth mindset with a genuine commitment to resolving issues fairly and strengthening trust with customers and stakeholders.
· Strong judgement and composure under pressure, able to manage complex or sensitive customer issues while protecting brand reputation.
· Analytical and insight-driven, able to translate customer feedback and complaint trends into meaningful business improvements.
· Naturally curious about how systems, data and automation can improve customer experience.
Experience
· Significant leadership experience in customer experience, customer operations, service delivery or customer insights roles within multi-site or high-volume environments. 
· Retail, hospitality or FMCG (consumer facing) industry experience is highly desirable. 
· Comfortable using customer data, operational metrics and feedback platforms to inform decisions. 
· Strong understanding of operational environments and the realities of frontline teams.

	Capabilities & Skills
· Strong commercial thinking, with the ability to connect customer insights to operational performance, customer loyalty and commercial outcomes. 
· Systems thinking - able to identify patterns, themes and opportunities from both qualitative and quantitative information. 
· Strong operational pragmatism - able to balance customer expectations with operational practicalities and business priorities.
· Clear communicator, able to adapt style and language according to audience needs. 
· Comfortable working with customer service technologies, reporting tools and emerging technologies, including AI-enabled customer support tools. 
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