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Job Description

Job Title:
Customer Service Returns Specialist I
Job Code:
JN3210
Job Grade:
J16
SJC Code:
TBD

Reports to:  
Supervisor, Distribution
EEO-1/Job Family:
Clerical
Supervises:
None
Created/Revised:
October 25, 2004

Ed/Exp:
HS/1 Year
Travel:
< 5%
Lic/Cert:
None
Environment:
General Office


Objective:  To perform entry-level processing of designated customer returns.  To conduct initial customer contacts, the hands-on processing of returns, and follow-up with customers to confirm the receipt, disposition or return of products, as directed.  

Essential Functions:

1. Responds to customer inquiries, prepares general correspondence, coordinates customer needs, and serves as a customer contact on matters regarding returned merchandise.  

2. Documents all customer comments and problems, refers to the product manager for follow up, and verifies problem resolution.

3. Provides one-stop service from initial handling of customer calls or written communications, including initiation of the RMA, handling the physical return, handling repairs and exchanges, coordinating disposition of credit, and verifying closure for the customer.
4. Reconciles the disposition of returned goods and maintains the integrity of the inventory system.
5. Coordinates with Sales & Service the return of products that require a service cancellation.
6. Processes and coordinates the repair of returned products with designated vendors, as directed. 
7. Verifies and corrects, if possible, the addresses of undeliverable packages, and re-ships product, as directed.

8. Adheres to established targets for the returns department and keep accurate records of applicable statistics.

9. Perform inventory management and customer service for the Jeppesen retail store, as directed.

10. Monitors customer service calls, operations, and staff to assess achievement of and compliance to quality standards.

11. Receives training on designated products, services and procedures as required or requested. 

12. Develops and maintains productive relationships with internal sales/telemarketing support staff, product managers, order fulfillment, product assembly, and credit.  Develops and maintains productive relationships with external shipping companies, vendors, and customers.
13. Verifies resolution of reported discrepancies to designated management, as directed.
14. 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.  An aviation related college degree is desired.  One (1) or more years of experience working in a customer service or call center environment, or related and equivalent experience and proficiency.
Knowledge, Skills & Abilities: Demonstrated proficiency performing in compliance to established customer service and quality standards, which includes communicating customer service and quality standards to internal and external audiences.  Demonstrated experience using Microsoft Office, with proficiency in Microsoft Outlook, Lotus Notes, or equivalent email client applications.  Demonstrated experience promptly responding to and resolving questions from internal and external audiences regarding a diverse suite of company products, merchandise and services.  Demonstrated proficiency explaining products and services of variable complexity to diverse audiences, which range from subject matter to non-subject matter experts.  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: FAA private pilot license or ground school 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, 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 (60) pounds or less.  Employee must comply with safety and security requirements, and wear Personal Protective Equipment (PPE) as requested or required.
Competencies: Listening (33), Negotiating (37), Customer Focus (15), Decision Quality (17), Problem Solving (51), Integrity/Trust (29), Ethics and Values (22), Written Communication (67), Composure (11), Priority Setting (50)
All content is Copyright © 2004 Jeppesen All rights reserved. No part of this document may be released, used, reproduced or distributed in any manner whatsoever without prior written permission from the copyright holder.

