Job Description

Customer Service Manager


	Company Name
	

	Employee Name
	     

	Reports to: 
	Vice President of Sales/Marketing

	Hire Date
	     

	Employee Classification:  FORMCHECKBOX 
 Temporary      FORMCHECKBOX 
 Regular Full Time      FORMCHECKBOX 
 Regular Part Time

	Status
	Exempt


Position Summary:

Ensures that the smooth flow of entered orders is maintained among the customer, customer service and manufacturing thereby enhancing the efforts of the sales force to obtain a greater volume of business.
Duties and Responsibilities:


1. Directs and monitors all activities of the Customer Service Representatives.  Exercises the authority to assign work to the CSRs and change work priorities throughout the group to meet schedules and commitments.

2. Attends daily production meetings giving accurate and timely status reports and projections.

3. Maintains the necessary paperwork and controls within the group to keep scheduling informed of any and all status situations, changes and breakdowns.

4. Adopts procedures for the customer service team to ensure new and better methods of maintaining accounts.

5. Assists the Customer Service Representatives when problems arise that the CSRs cannot successfully solve.

6. Recommends and implements programs that will more fully develop the CSR.

7. Handles confidential data (i.e. salary information; customer sales information; etc.)

8. Makes decisions regarding reviews, salary and discipline measures.

9. Acts as back up to the CSR team in case of large work volume or absence (i.e. writing job tickets; dealing with customers; etc.

10. Attends meetings on behalf of Customer Service Dept. when topic requires input from Customer Service.
Physical Requirements:


* Ability to visually inspect all work for defects.

* Frequent sitting for prolonged periods of time.

* Occasional walking.

* Manual dexterity for data entry.

Skills and Knowledge:


* College degree and/or equivalent customer service.

* 5+ years experience.

* Management skills are required along with direct supervisory experience.

* Demonstrated skills in leadership, organizational and communication are necessary.

* Extensive knowledge of printing processes.

* Ability to plan, organize and supervise effectively.

* Excellent verbal and written communication skills.

* Ability to anticipate problems and head them off.

* Ability to develop new techniques for handling work.

	Acknowledgement:

I have received a copy of my job description and I understand the requirements of the Bindery Operator position.



	Employee’s signature


	Date

	Supervisor’s signature


	Date



