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JOB DESCRIPTION
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	Job Title:  Flight Operations Support Specialist - Senior
	Prepared On:  January, 03 2003

	Department:  Global Technology Services
	FLSA Status:  

	Grade:  B2
	Job Code:  JN2576

	Summary:
Primary responsibilities are to answer and resolve customer trouble calls as a first tier support specialist. Additional responsibility is to prepare and send accurate flight paperwork. Calls will be generated from worldwide markets served with all Jeppesen products.  Specialists will serve as communications focal point for day to day technical support issues as well as initiating consistant reporting on products supported. 


	Principal Responsibilities:
· Resolve customer problems and questions in a timely manner
· Establish and maintain customer contacts and relationships
· Initiate product troubleshooting or education to provide problem resolution or escalation as required
· Initiate troubleshooting and compile data in order to escalate call
· Educate customers on products via all communication methods
· Provides Jeppesens "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
· Provides Tier One level technical support for all products
· Escalates issues to local Tier Two (Frankfurt, Denver, UK) as required
· Provides accurate flight planning services to customers as required
· Participate in the training of new colleagues
· Other duties as assigned by management
· Assist in anticipating future needs of the group


	Quality Expectations:  All work is focused on supporting the company’s Quality Policy and achieving the company’s quality objectives regarding Customers, People, and Performance. This includes:

· Delivering a service that meets the needs of the customers.
· Involving others and sharing information in a team environment.
· An individual’s work and behaviors reflecting initiative, reliability, consistency, accuracy, thoroughness and pride in workmanship.


	Reporting Structure

To:  Manager, GSCC

Supervise:  NA

Relationships:  Cross-functional technical and non-technical groups and individuals. 


	Required Knowledge/Skills/Abilities
· Expert knowledge of computer flight plan systems at Jeppesen.
· Advanced knowledge of Airline Operations, Dispatch, and Flight Operations
· In-depth understanding of how information systems relate to the business functions of an organization.
· Expert knowledge of  Jeppesen Charts, Jeppesen OpsData and NavData

· Quick, urgent problem resolution 

· Ability to master new concepts and new products

	Education/Experience Requirements

· Ability to work and function in a 24x7 by 365 operational environment

· Bachelor's Degree in an aviation related field or 3-5 years experience in an airline operations/dispatch office.

· Pilot's License, Aircraft Dispatch License, A&P Mechanic License are highly recommended

· Previous experience in crew scheduling, air traffic control or other aviation related occupations are a plus

· Secondary language skills are a plus

	Physical Dimensions

Physical Requirements:   Sitting, presenting, typing.
Environment:  Standard office, possible travel.


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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