

JOB DESCRIPTION




	Job Title: Supervisor, Customer Service
	Job Code:  JE2875

	Department:  General
	Date Created:  June 2006

	Grade:  M5
	Revision Date:

	Objective: To supervise and coordinate daily work activities of a customer service team engaged in handling telephone orders, inquires and complaints from customers.


	Essential Functions: 
1. Plans, organizes and directs the activities of a group of employees responsible for providing customer service.
2. Monitors team progress against performance standards.
3. Coordinates work procedures, prepares work schedules, and expedites work flow.
4. Identifies customer service problems, recommends, and implements appropriate solutions.
5. Works with sales manager(s) to align service and sales initiatives to ensure there is a consolidated approach.
6. Coordinates with the web team to create and implement customer-driven web initiatives.
7. Researches opportunities to grow sales performance and implement proactive selling initiatives.
8. Works closely with the quality specialist to ensure all customer-related issues are addressed in a timely fashion.
9. Performs other duties, including special projects, as required or requested.

	Reports To: Manager, Customer Service/Sales 

	Supervisor Responsibilities: Non-Exempt or Exempt 

	Education/Experience:
Bachelor’s degree or equivalent combination of education and experience.  Three (3) years or more years of related sales or customer service experience, preferably within an aviation, marine, or rail customer service environment, or the equivalent related proficiencies.  Two (2) or more years of related sales or customer service supervisory experience.

Pilot or dispatcher’s license is desired.

	Travel: Less than 15%

	Licensure/Certification: None.

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.


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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