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Job Description

Job Title:
Quality Service Specialist
Job Code:
JN0011
Job Grade:
J17
SJC Code:
JADF2

Reports to:  
Retail Sales Manager
EEO-1/Job Family:
Clerical
Supervises:
None/Compliance Authority
Created/Revised:
July 14, 2004

Ed/Exp:
HS/6 months
Travel:
< 15%
Lic/Cert:
None
Environment:
General Office


Objective:  To monitor customer service calls, operations, and staff to assess achievement of and compliance to quality standards.  To provide technical direction and guidance to staff on how to achieve and comply with quality standards.  To compile data on departmental operations and staff productivity, and measure against established quality standards and customer service protocols.  To support Performance Improvement Plan (PIP) and related disciplinary actions by informing management of non-achievement of and non-compliance to quality standards.
Essential Functions:
1. Monitors customer service calls, operations, and staff to assess achievement of and compliance to quality standards.

2. Provides technical direction and guidance to staff on how to achieve and comply with quality standards.
3. Compiles data on departmental operations and staff productivity, and measures against established quality standards and customer service protocols.  Reports findings to management.
4. Recommends to the Training Coordinator solutions to correct deficiencies in staff achievement of quality standards.

5. Receives training on designated products, services and procedures as required or requested. 
6. Takes supervisor calls as required or requested.

7. Verifies resolution of reported discrepancies to designated management, as directed.
8. Reviews departmental processes and requirements, gives feed-back to representatives, and reports quality scores.

9. Provides data on quality standards to support and empower customer team meetings. 
10. Supports PIP and related disciplinary actions by documenting, validating and reporting non-achievement of and non-compliance to quality standards to management. 

11. Creates quality standards and related documents, guidelines and procedures in compliance with business development objectives and company expectations.
12. Reports non-compliance to established quality protocols, and recommends corrective action in anticipation of or in compliance to internal/external audits.
13. Conducts diverse analysis of quality achievement cycles, with random audits of customer service operations.

14. Maintains a state-of-the-art knowledge of quality assessment methodologies to directly support Jeppesen’s projects and achievement of business development objectives.

15. Perform other related duties, including special projects, as requested or required.

Education/Experience: Graduation from High School or equivalent, with an emphasis in customer service, quality management, or the equivalent combination of related training, proficiency and experience.  Six (6) or more years of experience working in a customer service or call center environment, or related and equivalent experience.  Demonstrated experience achieving/managing quality standards.  Demonstrated effective and diplomatic oral and written communication skills, with diverse customer service and business development teams, management, and internal and external customers.  Demonstrated experience successfully resolving customer service related conflicts, and with persuading and negotiating 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:  TBD
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