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Job Description

Job Title:
Director, Customer Support
Job Code:
JE3510
Job Grade:
M2
SJC Code:
TBD

Reports to:  
Director, Infrastructure
EEO-1/Job Family:
Officials/Managers
Supervises:
IT Managers and Supervisors
Created/Revised:
December 15, 2004

Ed/Exp:
BA/10 Years
Travel:
< 25%
Lic/Cert:
None
Environment:
General Office


Objective:  To create, implement, direct and maintain a common vision for all IT customer support operations.  To establish or revise, as necessary, standardized customer service methods, policies and processes for a complex matrix of diverse IT products and services.  To identify changes and trends in IT service delivery, including interpreting relevance to the Senior Leadership Team (SLT) in direct support of Jeppesen’s business objectives. To evolve IT customer support operations as necessary, including staff training and development.  To ensure the perpetual integrity and security of all proprietary data, client information, and intellectual property.  
Essential Functions: 
1. Creates, implements, directs and maintains a common vision for all IT customer support operations.
2. Establishes or revises, as necessary, standardized customer service methods, policies and processes for a complex matrix of diverse IT products and services.
3. Evolves customer support operations as necessary, which includes developing an effective and efficient management team and staff through recruitment and selection, training and development, reward and recognition, and progressive discipline. 
4. Directs the implementation of Engagement Process for IT customer support, including completion of deployment and transition initiatives and validation.

5. Interprets and communicates the impact of requirement analysis on customer support operations. 

6. Establishes and directs protocols and procedures for problem research and analysis, feedback and resolution. 

7. Establishes and maintains constant and effective communications with customers, clients and vendors, including soliciting scheduled and random feedback on the delivery of products and services. 

8. Works with marketing operations to determine the total cost to provide IT customer support.

9. Directs custom system monitoring for designated customer support activities.
10. Directs customer support in accordance with Service Level Agreements (SLA).

11. Develops and maintains SLAs which meet customer expectations and that reconcile with business resources and objectives.

12. Establishes and maintains the constant availability and readiness of customer support services.

13. Evaluates the availability and readiness of customer support services against the scheduled deployment of products and services, and suspends deployment if resources, staffing, technology and other factors have not achieved established launch requirements. 

14. Prioritizes and allocates resources to achieve customer support service objectives. 

15. Takes a leadership role in the financial review and purchase of new customer support software, hardware and maintenance agreements.  Reviews and approves the acquisition, development, and installation of new customer support technology.  Reviews the on-going use of legacy IT software and hardware, and transitions sunset programs to other systems, as required.
16. Develops and maintains collaborative relationships with all business unit leaders, domestic and international.
17. Develops and maintains effective relationships with suppliers and contractors of IT products, services, and equipment.
18. Directs the development and maintenance of disaster recovery operations for IT customer support, including corporate-wide communication of and compliance to a business continuity plan that defines levels of redundancy and/or recovery protocols for key IT systems, and customer service commitments.
19. Establishes and manages all IT operations within an approved budget.
20. Conducts original presentations on IT customer support strategies to internal teams, management and others, as required.

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

Education/Experience: Bachelor’s degree in information technology, with an emphasis directing a large, complex, and diverse IT customer support function, 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.
Skills, Knowledge & Abilities: Demonstrated thorough knowledge of internal and external requirements to effectively and accurately conduct SLA measurements, including related impact on staff, management, customers, vendors, and business units.   Demonstrated subject matter expertise with proven hands-on experience in all phases of IT customer support, which includes a proficiency achieving/managing total product quality and improvement through the delivery of an effective IT customer support staff.  Demonstrated executive level accountability and success managing a diverse budget.  Demonstrated experience directing 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: 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.
Competencies:  (53) Drive For Results, (42) Peer Relationships, (17) Decision Quality, (38) Organizational Agility, (5) Business Acumen, (24) Functional/Technical Skills, (15) Customer Focus, (28) Innovation Management, (35) Managing and Measuring Work, (25) Hiring and Staffing
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