Job Title Manager, Customer Service

Job Code

Exempt
Exempt Status

Position Status

EEO Classification

Job Summary

The Customer Service Manager, under direction, is accountable for the management of Customer
Service staff. Solves problems, makes informed decisions, and manages assigned department and staff
in order to achieve maximum customer service results.

Essential Duties and Responsibilities

e Works with administration to establish appropriate training materials and performance standards for
the Customer Service staff.

e Assists in the recruitment and hiring of applicants to meet the needs of the Customer Service
department.

e Trains coaches and manages Customer Service staff in policies and procedures associated with the
customer service area.

e Works to supervise and schedule staff to ensure appropriate staffing requirements.
e Ensures that business transactions are processed accurately by auditing the work of staff periodically.

e Oversees compliance of staff with established University policies and standards.

e Provides general supervision to area employees related to hiring, scheduling, training, evaluating,
developing performance, troubleshooting work issues, reviewing procedures, defining workload and
work priorities, and approving payroll/time records.

This document represents the major duties, responsibilities, and authorities of this job, and is not intended to
be a complete list of all tasks and functions. Other duties may be assigned.

Additional Responsibilities

Minimum Requirements

Education — Bachelor’s degree in applicable field or equivalent combination of education and experience.
Experience — Five years of related experience including related supervisory experience.

Knowledge of — Knowledge of word processing and spreadsheet applications.



Ability to — Ability to multitask and work cooperatively with others. Strong interpersonal and organizational
skills.

Licensing / Professional Certification —

Physical Requirements — None.

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.

Supervision of Others

This position generally supervises employees.

Other Requirements

e Work beyond normal office hours and/ or work on weekends.

e Travel required.
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