

JOB DESCRIPTION




	Job Title: Nav Support Specialist, Associate
	Job Code:  JE1322

	Department: T2 Navigation/Display Support
	Date Created: February 2004

	Grade:  B1
	Revision Date: 

	Summary: Researches and determines acceptable resolutions related to data problems as they are escalated from General Aviation Sales & Service, Commercial Aviation Services, or inquiries from customers.

	Principal Responsibilities:

· Receives customer comments concerning database content and charts via phone, Fax, e-mail, SITA and enters valid complaints into the PeopleSoft tracking system.
· Initiates product troubleshooting regarding all Airway Manual, database (JAD/JAX) and NavData product matters and provides problem resolution.
· Establishes and maintains customer contacts and relationships and replies to customer.

· Compiles data in order to escalate issues to local Tier 2 (Frankfurt, Denver, UK) as required.
· Educates customers on products via all communication methods.
· Follows proper business rules in the use of a customer relationship management tool.
· Communicates with other areas in the technical support organization through defined channels.
· Attends trade shows to maintain technical competency, increase aviation knowledge and increase customer visibility and contact.

· Performs other duties as required.


	Reports to: Supervisor (DEN office), Manager (FRA office)

	Supervisor Responsibilities: none

	Education/Experience Requirements:

· Bachelor's degree in an aviation related field or equivalent combination of education and experience.

· Minimum of three (3) years experience in Jeppesen Charting, ADM and/or a Pilot's License.


	Competencies:  (1) Action Oriented, (15) Customer Focus, (61) Technical Learning, (50) Priority Setting, (51) Problem Solving, (11) Composure, (67) Written Communications, (57) Standing Alone

	Travel: Less than 15 %

	Environment: Office

	Physical Requirements: Sitting, Seeing/Hearing, Repetitive Motion: No, Lifting: N/A


Note:  The statements contained herein are intended to describe the general nature and level of work being performed by employees assigned to this job.  Employees may be required to perform any other job-related duties as requested by their supervisor.
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