

JOB DESCRIPTION




	Job Title: Flight Operations Support Specialist, Assoc.
	Job Code:  JN1125

	Department: Global Technology Services
	Date Created: September 2003

	Grade:  B1
	Revision Date:

	Summary: Answers and resolves customer trouble calls as a first tier support specialist in a 24 x 7 flight operations environment. Prepares and sends accurate flight paperwork. 



	· Principal Responsibilities: 

· Provides Tier One level technical support for all flight operations-related products within a 24 x 7, 365 days-per-year work environment.
· Provides accurate flight planning services to customers as required.
· Resolves customer problems and questions.
· Establishes and maintain customer contacts and relationships.
· Initiates product troubleshooting or education to provide problem resolution or escalation as required.
· Initiates troubleshooting and compile data in order to escalate call.
· Educates customers on products via all communication methods.
· Obtains the knowledge and experience to provide Jeppesen’s "World Class" customer service.
· Follows proper business rules in the use of a Customer Relationship Management tool.
· Communicates with other areas in the technical support organization through defined channels.
· Escalates issues to local Tier Two (Frankfurt, Denver, UK) as required.
· Performs other duties as required.

	Supervisor Responsibilities: None

	Education/Experience Requirements:

· Bachelor's Degree in an aviation related field or equivalent combination of education and experience.

· Minimum of three (3) years experience in an airline operations/dispatch office.

· Minimum of one (1) year experience in crew scheduling, air traffic control or other aviation related occupations required.

· Must have a FAA Aircraft Dispatch License.
· Pilot's License, A&P Mechanic License are desired.
· German, Spanish, or Chinese language skills are desired.


	Competencies: 
(1) Action Oriented, (15) Customer Focus, (62) Time Management, (50) Priority Setting, (54) Self Development, (11) Composure, (51) Problem Solving, (2) Dealing with Ambiguity, (39) Organizing, 
(17) Decision Quality

	Travel: Less than 5%

	Environment: Office

	Physical Requirements: Sitting


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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