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Job Description

Job Title:
Director, BAGA Sales & Service
Job Code:
JE1605
Job Grade:
M2
SJC Code:
TBD

Reports to:  
Vice President, Business & General Aviation
EEO-1/Job Family:
Officials/Managers
Supervises:
A diverse, global staff 
Created/Revised:
January 13, 2005
Ed/Exp:
BA/10
Travel:
<25%
Lic/Cert:
None
Environment:
General Office


Objective:  To plan, organize, and direct worldwide sales and service activities for the Business and General Aviation markets.  To establish, preserve and enhance all customer relationships, which includes corporate, retail, dealer, education, and sales. To direct compliance to policies, procedures, budgeting, revenue and expense performance, and cost allocation planning.  To align customer-facing organizations with the organizational strategies.

Essential Functions: 
1. Directs all operations and functions of the global BAGA Sales and Service organization.
2. Establishes a consistent and successful experience for customers in the BGA market segment. Evolves customer relationship management strategies and tactics in support of the BGA goals and strategies.
3. Evolves operational processes and practices in compliance with global standards for superior customer experience. 

4. Selects, hires, trains, develops, rewards and manages an effective staff in multiple global locations.  Disciplines staff, as required.  Supervise a global Sales team, eastern and western hemisphere service groups, and a training and business applications team.
5. Establishes and manages all BAGA Sales and Service operations within an approved budget.
6. Directs staff in providing superior service at an acceptable cost, while also ensuring a healthy return on investment to all P&L organizations.
7. Partners with P&L organizations to ensure successful product launches.
8. Partners with P&L leaders to develop and implement plans, strategies, products and services, and policies and procedures in support of business objectives.

9. Defines and implements department goals and tactics in alignment with BGA strategies and long range plans.

10. Acts to achieve business objectives through partnerships with marketing and strategy groups, and with P&L organizations.

11. Directs the management and analysis of various external and internal data. 
12. Initiates business development opportunities based on market changes, emerging technologies, and customer feedback.

13. Establishes, develops and maintains effective professional relationships with top echelon customers. 
14. Maintains contacts and communications with senior management and staff on all levels.
15. Maintains the accuracy, integrity, security, and confidentially of all data.
16. Perform other related duties, including special projects, as requested or required.

Education/Experience: Bachelor’s degree in business management, sales and marketing, or related disciplines, or the equivalent combination of related training, proficiency and experience.  A Master’s degree is preferred.  Ten (10) or more years of related experience, or the equivalent and validated proficiencies, which includes seven (7) years of experience managing a staff.
Knowledge, Skills and Abilities: Demonstrated thorough knowledge of marketing, sales, account management and customer service theory and practice.  Demonstrated thorough knowledge of the aviation industry and customer base.  Demonstrated proficiency leading a global team, with awareness and understanding of cultural and social customs.  Demonstrated business acumen, management, motivation and planning skills.  Demonstrated proficiency motivating a diverse staff in achievement of sales and service business objectives.  Demonstrated thorough knowledge of state-of-the-art call center technologies, and a demonstrated proficiency directing and evolving a domestic and international call center from legacy systems to high-performance technology-driven infrastructure.  Demonstrated proficiency forecasting, scheduling, and budgeting diverse operations and staff.  Demonstrated proficiency recruiting, hiring, training, developing, rewarding, disciplining and managing an effective staff.  Demonstrated experience conducting original research and analysis, and the consistent achievement of projected results based on analysis performed.  Demonstrated effective and diplomatic oral and written communication skills, including making scheduled/unscheduled presentations before diverse business development teams, executive management, and external clients.  Demonstrated experience persuading and negotiating others to embrace communication strategies proposed.  
Licensure/Certification: A pilot’s license is desired.

Performance Requirements: Employee must comply with Jeppesen’s policies and procedures, including but not limited to: attendance, harassment, EEO/AA, confidentiality, security, safety, conflict of interest, ethics, copyright and patent, and use of company equipment/products/services, etc.
Physical Requirements: Character and scope of essential functions require constant sitting, seeing, hearing, repetitive motion, and occasional lifting of general  office materials [reams of paper, telephone books, flight manuals, binders, etc., typically weighing ten (10) pounds or less.  Employee must comply with safety and security requirements, and wear Personal Protective Equipment (PPE) as requested or required.
Competencies:  (30) Intellectual Horsepower, (38) Organizational Agility, (42) Peer Relationships, (50) Priority Setting, (24) Functional/Technical Skills, (39) Organizing, (28) Innovation Management, (25) Hiring and Staffing, (35) Managing and Measuring Work, (2) Dealing with Ambiguity, 
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