Job Description

Customer Service Manager


	Company Name
	

	Employee Name
	     

	Reports to: 
	Vice President - Production

	Hire Date
	     

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

	Status
	


Job Summary:

Coordinate the ASR department to effectively and efficiently meet customer needs, work with the production department so we are producing jobs efficiently and of desired quality, and create a positive work environment for ASRs.

Coordinate training efforts of all departments. Develop and update associated materials as necessary. Maintain all records, files, logs, and manuals associated with training.

Maintain the integrity and health of THE COMPANY’S Information System. Develop IS solutions that meet THE COMPANY’S present and future needs. Oversee purchase or development of additional hardware and software as deemed necessary.

Responsibilities:


Customer Service

1. Oversee the performance of Account Service Representatives.

   
2. Assist ASR supervisor with assigning work and resolution of problems, as needed

   
3. Evaluate and improve customer service functions and processes, as needed

   
4. Oversee development, revision, and integrity of the electronic workorder

Training

1. Develop, implement, evaluate and maintain plant-wide training program, as needed

   
2. Monitor development and delivery of training and provide on-going feedback to department 

supervisors

   
3. Assist supervisors and training representatives in development of programs and materials

   
4. Oversee THE COMPANY’S Mentor Program

5. Monitor THE COMPANY’S seminar requests and forward to committee with appropriate recommendations

   
6. Maintain training records, logs, files, and schedules

   
7. Prepare and oversee annual seminar budget and training equipment budget

   
8. Oversee performance of Training Assistant

   
9. Assist Personnel in preparing job descriptions as requested

  
10. Serve as a group facilitator, as requested

Information Systems

1. Oversee the performance of Information System Technicians and IS crewleader/supervisor

   
2. Assist IS crewleader/supervisor with assigning work and resolution of problems, as needed

   
3. Evaluate and improve Information System functions and processes, as needed

   
4. Oversee development, revision, and integrity of the Information System

   
5. Ensure the Information System meets overall company needs and the needs of specific THE 

COMPANY’S departments

   
6. Prepare and oversee an annual IS equipment budget; when necessary, justify and approve other 

"contingent" purchases

Other

1. Oversee the efforts of THE COMPANY’S Customer Education Manager

   
2. Accept other responsibilities as directed by the President

   
3. Meet all expectations as outlined in the COMPANY’S Expectations of Managers and 

Supervisors.

   
4. Promote a safe, clean and healthy environment for all people. Encourage wellness.
Job Qualifications:


1. Broad understanding of THE COMPANY’S processes and practices

2. Documented customer focus

3. Excellent written and oral communication skills

4. Facilitating and training skills

5. Vision and achievement in service to the company

	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



