

JOB DESCRIPTION




	Job Title: Supervisor, Customer Service & Production Support
	Job Code:  JE1635

	Department:  Commercial Aviation Service
	Date Created:  May 2004

	Grade:  M5
	Revision Date:

	Summary: 
Manages customer service staff and determines policies and procedures. Collaborates with management, Business Analyst and all production partners regarding business processes, quality standards, new business system implementations, production issues, requests or improvements.  

	Principal Responsibilities: 

· Plans, organizes and directs the daily activities of a group of employees responsible for providing customer service to commercial aviation customers.        
· Supports the business process needs of Commercial Aviation Services by evaluating and recommending changes to systems or processes to improve or streamline department performance.
· Oversees new product and service implementations in the commercial aviation market.
· Partners with the Business Analysts on projects that affect CAS service, sales and P&L.
· Represents CAS in internal production meetings.
· Participates in the development of strategic policy and procedures. Maintains CAS ISO procedures and partners with CAS Quality Standards to implement necessary changes.
· Maintains the Request for Charge Order process and timely processing of the auto add functions. 
· Performs the duties an Account Executive when necessary.
· May act as a backup for other CAS management. 
· Performs other duties as assigned.

	Supervisor Responsibilities: Non-Exempt employees

	Education/Experience Requirements:

· Bachelor’s degree in Aviation, Business Administration or equivalent combination of education and experience.
· Minimum three (3) years experience as Account Executive or an equivalent position.
· Minimum of one (1) year experience overseeing or reviewing the work of others.
· Experience developing reports with data in Oracle, RCS or Shipping systems.
· Pilot ratings are desired.

	Competencies: (15) Customer Focused, (32) Learning on the Fly, (63) TQM Re-Engineering, 

(51) Problem Solving, (58) Strategic Agility, (52) Process Management, (2) Dealing with Ambiguity, 

(42) Peer Relationships, (67) Written Communications, (49) Presentation Skills

	Travel: 0-30%

	Environment: Office

	Physical Requirements: Sitting, hearing and seeing, Repetitive motion: No, Lifting: up to 50 lbs., occasionally


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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