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Job Description

Job Title:
Supervisor, Navigation Services 
Job Code:
JE1653
Job Grade:
M5
SJC Code:
TBD

Reports to:  
Manager, Navigation Services 
EEO-1/Job Family:
Officials/Managers
Supervises:
Staff 
Created/Revised:
July 5, 2005
Ed/Exp:
BA/2
Travel:
<50%
Lic/Cert:
Desired
Environment:
General Office


Objective:  To supervise a staff in the achievement of service and profitability objectives through development of new and maintenance of existing customer relationships.  To recommend and implement, as approved, market strategy initiatives, department policy, and procedures, and contracting requirements.  To maintain the accuracy, integrity, security, and confidentially of all data, including intellectual property (IP).

Essential Functions: 
1. Supervises a staff in the achievement of service and profitability objectives through development of new and maintenance of existing customer relationships.
2. Supervises and monitors work performed by account management executives.  Selects, hires, trains, develops, rewards, disciplines, and supervises an effective staff.
3. Maintains a customer-base of key accounts, and makes direct sales calls, customer inquiries, negotiates contracts and agreements, and supervises customer service order activity.
4. Recommends and implements, as approved, market strategy initiatives, department policy, and procedures, and contracting requirements.
5. Supervises the analysis of reports, surveys and day-to-day business operations, and modifies operations to achieve customer requirements and business objectives.
6. Validates customer visits are coordinated with sales and production representatives, as directed.
7. Supervises sales and service programs in conjunction with operations in Frankfurt, Los Gatos and other locations, as directed.
8. Supervises the transition of airline customers to a designated electronic fee schedule.

9. Validates the documentation and communication of customer requirements.

10. Supervises the launch of electronic services for airline customers in conjunction with e-business teams and account management.

11. Implements approved pricing for e-services in conjunction with e-business, CAS P&L, and CAS Manager.
12. Develops and supervises a yearly schedule of updated and new products according to priorities, customer demand, resource availability, and the technical skills and capacity of the department’s management and staff.
13. Supervises and validates compliance to customer service standards, quality standards, and budget.  

14. Acts as the final point of escalation for designated customer complaints. 

15. Builds and maintains relationships with senior leadership and management teams in designated business units. 

16. Maintains a state-of-the-art knowledge of best practices in navigation sales and service, and takes initiative to develop business opportunities based on market changes, emerging technologies and customer feedback.

17. 
18. 
19. 
20. 
21. 
22. 
23. 
24. 
25. 
26. 
27. 
28. 
29. Maintains the accuracy, integrity, security, and confidentially of all data, including IP.
30. Maintains contacts and communications with senior management and staff on all levels.

31. 
32. Performs other related duties, including special projects, as requested or required. 

33. 
Education/Experience: Bachelor’s degree in business administration, marketing, customer service, sales, product management, or related field, or the equivalent combination of related training, proficiency and experience, preferably within the aviation industry.  A Master’s degree in business administration is preferred.   Two (2) or more years of related experience, or the equivalent and validated proficiencies. 

Skills, Knowledge & Abilities: Demonstrated proficiency in all phases of customer service, and product sales and service.  Demonstrated proficiency selecting, hiring, training, developing, rewarding, disciplining, and supervising a customer service and/or sales and service staff.  Demonstrated proficiency conducting sales and service in compliance with an established budget.  Demonstrated proficiency as a senior level point-of-contact for the consistent representation and communication of sales and service objectives.  Demonstrated proficiency negotiating with outside vendors, clients, and companies to achieve sales and service objectives.  Demonstrated proficiency producing and supervising 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 domestic and international business development teams, executive management, and external clients.  Demonstrated experience using diplomacy to negotiate, to resolve service conflicts, and to persuade others to embrace strategies proposed.  

Licensure/Certification: A valid and current U.S. Passport is required.  A commercial or private pilot’s license, with instrument rating; air traffic controller; and dispatcher, or equivalent licensure/certification, 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, completion of core management development requirements, 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.  Essential functions may require frequent domestic and international travel.  Employee must comply with safety and security requirements, and wear Personal Protective Equipment (PPE) as requested or required.
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