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Job Description

Job Title:
Courseware Service Consultant
Job Code:
JE6106
Job Grade:
J22
SJC Code:
TBD

Reports to:  
Manager, Aviation Courseware Development
EEO-1/Job Family:
Professional
Supervises:
None
Created/Revised:
June 29, 2005
Ed/Exp:
BA/7 Years
Travel:
< 25%
Lic/Cert:
None
Environment:
General Office

Objective:  To lead, develop, maintain, analyze, and communicate service delivery expectations, requirements, limitations, and achievements between the Department of Courseware Development (CD) and designated internal business units and external customers.  To bridge effective working relationships, and guide and drive the scheduled completion of courseware projects and related activities within budget.  To act as a single-point of contact to designated business units for the receipt and distribution of service delivery communications.  To identify changes and trends in courseware development service delivery, to conduct research and analysis, to produce recommendations, and implement changes, as directed.   
Essential Functions: 
1. Develops, maintains, analyzes, and communicates CD service delivery expectations, requirements, limitations, and achievements to designated internal business units, and external customers. 
2. Bridges effective working relationships and guides CD management and business unit leaders on how to reconcile their requirements, budgets, and staffing capabilities.
3. Determines and communicates CD priorities, limitations, and strategies, including impact on staffing and budget. 
4. Acts as a single-point of contact to designated business units for the receipt and distribution of service delivery communications, goals and objectives.

5. Identifies changes and trends in CD service delivery, conducts research and analysis, produces recommendations, and implements changes, as directed. 

6. Participates in planning sessions to translate ideas and goals into business requirements, product statements and action plans.

7. Prepares original reports on project costs, status and resource availability, as directed.

8. Expedites the resolution of customer problems, issues or service deficiencies within CD.

9. Measures and validates compliance to service level agreements, project standards, customer service methods, and policies and processes.

10. Conducts project audits, as directed.
11. Interprets and communicates the impact of customer needs and requirement analysis on CD service delivery operations. 

12. Maintains effective communications with customers, suppliers, and contractors of CD products and services, and conducts scheduled and random feedback on CD service delivery. 

13. Maintains the constant availability and readiness of designated CD service delivery operations.

14. Develops and maintains collaborative relationships with all business unit leaders, domestic and international.
15. Conducts original presentations on CD service delivery to internal teams, management and others, as required.

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

Education/Experience: Bachelor’s degree in technical communications, English, journalism, computer science, or related disciplines, with an emphasis in the communication of highly technical information to diverse and complex audiences, or the equivalent combination of related training, proficiency and experience in technical writing or editing.  A Master’s degree is preferred.  Seven (7) or more years of related experience, or the equivalent and validated proficiencies.
Skills, Knowledge & Abilities:   Demonstrated proficiency leading, managing, supervising, guiding, scheduling, and providing technical expertise in the completion of diverse instructional projects.  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 and customer service 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 current and valid license as an aviation or marine pilot, instructor, navigator, A&P, or maintenance instructor, or equivalent training or experience, is desired. A current awareness of the communication protocols, culture and ethnicity particular to various continents and countries, including oral and written fluency in one or more native languages, 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.  Employee must comply with safety and security requirements, and wear Personal Protective Equipment (PPE) as requested or required. 
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