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	Sample Job Description


This is a sample job description document.  It contains some of the duties, responsibilities and qualifications typically associated with this position, but is not intended to serve as a model or advice for specific job description content and format.  Your company should add, modify or delete as needed for your purposes.
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	Sample Job Description Continued



Customer Service Manager

Sample 1

	Job Title:
	Customer Service Manager
	FLSA Status:
	

	Department:
	Customer Service
	Reports To:
	

	Prepared By:
	
	Prepared Date:
	

	Approved By:
	
	Approved Date:
	


Summary

Under the direction of the Sales Vice President, the Manager of Customer Service directs the customer service activities to provide the best possible customer satisfaction.

Essential Duties and Responsibilities

This list of duties and responsibilities is not all-inclusive and may be expanded to include other duties and responsibilities as management may deem necessary from time to time.

1. Prioritize, schedule, and delegate work assignments and directly supervise the customer service staff to ensure the best possible customer.

2. Establish, implement, and maintain customer service standards, policies, and procedures.

3. Ensure the continuous, on-going improvement of processes and methods to maintain and improve the quality of customer service.

4. Ensure customer service personnel maintain and improve customer goodwill during contact periods.

5. Address and resolve customer complaints whenever staff cannot handle them.

6. Develop and maintain customer relationships with major customers.

7. Direct training of customers for proper interaction with XYZ Company’s customer service department.

8. Participate on cross-functional teams to address and resolve customer problems.

9. Recommend product or service modifications or improvements based on information gathered from customer service experiences.

10. Develop improved processes and methods to increase departmental productivity.

11. Ensure the completion and maintenance of all required paperwork, documentation, files, records, etc.

12. Ensure compliance with all housekeeping procedures, and all quality and safety regulations.

Supervisory Responsibilities

Carries out supervisory responsibilities in accordance with the organization's policies and applicable laws. Responsibilities include interviewing, hiring, and training employees; planning, assigning, and directing work; appraising performance; rewarding and disciplining employees; addressing complaints and resolving problems.

Qualifications

To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. The requirements listed below are representative of the knowledge, skill, and/or ability required. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

Education and/or Experience

Requires bachelor’s degree and five to seven years of related experience, or ten to twelve years of progressively responsible related experience, or a combination of education and experience.

Language Skills

Ability to read, analyze, and interpret general business periodicals, professional journals, technical procedures, or governmental regulations. Ability to write reports, business correspondence, and procedure manuals. Ability to effectively present information and respond to questions from groups of managers, customers, and employees of the organization.

Mathematical Skills

Ability to add, subtract, multiply, and divide in all units of measure, using whole numbers, common fractions, and decimals.  Ability to compute rate, ratio, and percent.

Reasoning Ability

Ability to solve practical problems and deal with a variety of concrete variables in situations where only limited standardization exists. Ability to interpret a variety of instructions furnished in written, oral, diagram, or schedule form.

Physical Demands

The physical demands described here are representative of those that must be met by an employee to successfully perform the essential functions of this job. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

While performing the duties of this job, the employee is regularly required to sit. The employee frequently is required to use hands to finger, handle, or touch objects, tools, or controls and talk or hear. The employee is occasionally required to stand and walk. The employee must occasionally lift and/or move records, files, and reports weighing up to 10 pounds. Specific vision abilities required by this job include close vision and the ability to adjust focus.

Work Environment

The work environment characteristics described here are representative of those an employee encounters while performing the essential functions of this job. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

	Employee Acknowledgment
	
	Date:
	

	The above statements reflect the general details necessary to describe the principle functions of the occupation described and shall not be construed as a detailed description of all the work requirements that may be inherent in the occupation.


Sample 2
	Job Title:
	Customer Service Manager
	FLSA Status:
	

	Department:
	Customer Service
	Reports To:
	

	Prepared By:
	
	Prepared Date:
	

	Approved By:
	
	Approved Date:
	


Summary

To oversee the operations of the Customer Service department which includes maintaining a Service Center for members and agents, providing after-issue service and guides the customer service department to exceptional customer satisfaction.
Essential Duties and Responsibilities

This list of duties and responsibilities is not all-inclusive and may be expanded to include other duties and responsibilities as management may deem necessary from time to time.

13. Provides strategic direction and leadership to the customer service department to ensure efficient, timely, and accurate processing of all work. This includes staying current on relevant industry changes, ensuring proper staffing, maintaining vendor relationships and creating/maintaining the department’s budget.
14. Ensures the proper systems, procedures, internal controls, quality standards, metrics, and quality control processes are in place for the department’s work. Recommends process improvements that will create the most efficiency while maintaining service expectations. 

15. Analyzes changes in company products and procedures that affect the customers and implement appropriate changes.  Coordinate and communicate the changes to other departments.
16. Complies with, supports, and enforces Company XYZ’s policies and procedures. 

17. Communicates and maintains good rapport with colleagues, staff and the field employees.  
18. Keeps the Senior Team informed of progress, issues, problems and successes.

19. Develops and maintains a positive and professional work environment.  

20. Trains, motivates, and develops staff in order to meet the current and future needs of the department and the company.  Challenges others to develop as leaders, while serving as a role model and mentor.
21. Maintains discipline, resolves problems, determines performance, and recommends promotions, transfers or dismissals.
22. Performs other duties as requested.
Knowledge and Skill
Bachelor's Degree required.  MBA preferred. Seven (7) years supervisory and industry related work experience.
Physical Demands

The physical demands described here are representative of those that must be met by an employee to successfully perform the essential functions of this job. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

While performing the duties of this job, the employee is regularly required to sit. The employee frequently is required to use hands to finger, handle, or touch objects, tools, or controls and talk or hear. The employee is occasionally required to stand and walk. The employee must occasionally lift and/or move records, files, and reports weighing up to 10 pounds. Specific vision abilities required by this job include close vision and the ability to adjust focus.

Work Environment

The work environment characteristics described here are representative of those an employee encounters while performing the essential functions of this job. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

	Employee Acknowledgment
	
	Date:
	

	The above statements reflect the general details necessary to describe the principle functions of the occupation described and shall not be construed as a detailed description of all the work requirements that may be inherent in the occupation.


This sample document is only an example and is based on the laws in effect at the time it was written. MRA-The Management Association, Inc. does not make any representations or warranties regarding the appropriateness or prudence of using this information for any particular individual or situation. Your company should add, delete, or modify the content of this document as needed to suit your purposes. This material is for your information only and should not be construed as legal advice. In some circumstances it may be advisable to have legal counsel review final documents prior to implementation. 
For further assistance call or visit www.mranet.org, © MRA – The Management Association, Inc. 
Wisconsin: 800.488.4845  Minnesota 888.242.1359  Northern Illinois: 800.679.7001  Iowa & Western Illinois: 888.516.6357
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