Customer Transactional Excellence Supervisor Job Description

Summary

The Customer Transactional Excellence Supervisor responsibilities include: 

· Review, prioritize and assign customer experience issues to ensure that they are handled within service level targets and provide service quality in full compliance with standards

· Design, develop and implement tools to log and report customer dissatisfaction with our products, service, or support as defined in our Quality Manual

· Report on and identify trends for areas of improvement and coordinate with Management Team to suggest recommendations for continuous quality improvement

· Meet with Department Managers to identify trends  and monitor process changes for continuous quality improvement

· Direct liaison between all company departments to determine scope of an action plan and resolution to improve customer experiences

· Train, mentor, and support staff regarding transactional excellence processes and procedures 

· Audit, monitor, and provide feedback to managers for phone calls, ensuring transactional excellence is maintained

Nature and Scope
Inbound Activities:

· Direct responsibility for prioritizing, categorizing and assigning incoming customer experience issues to the appropriate department managers for handling

· Research and verify data of customer experience issues to determine accuracy and sufficiency while requesting additional information as needed

· Provide support to other departments in the processing of customer experience issues to ensure a smooth and seamless resolution

Outbound Activities:

· Communications (verbal and written findings) to customers and/or sales staff in an articulate way to improve customer experience

· Ensure that the service level goals are met and follow up with other areas as needed

· Update Navision with comments and findings as well as any correspondence from customers

Reporting Activities:

· Provide reporting monthly to management team on analysis of quality performance/areas of improvement/actions taken or recommendations and escalate in a timely fashion

· Assist manager with the identification of trends and target areas of improvement which may include additional training  or knowledge sharing between departments to reduce repeating occurrences

· Assist manager with report summary biannually to ISO Compliance Officer

· Randomly audit work in progress for transactional excellence 

· Review issues prior to closing to determine if resolution is appropriate and flag account accordingly to ensure escalated service for risk factors and not to create unnecessary escalations (user-related)
Accountability

This position reports to the Customer Transactional Excellence Manager

Qualification Requirements

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. 

· Advanced reporting and quantitative skills to manipulate data to produce management reports
· Excellent interpersonal skills and resourcefulness to answer and resolve customer experience issues, in addition to writing, communication and organization skills

· Excellent time management and multi-tasking skills with the ability to delegate responsibilities to ensure deadlines are met

· Knowledgeable in products, systems, policies
· Customer focused and detail oriented 

· Strong computer skills: Navision, CRM, Excel, Word
Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions. 

Education and/or Experience

One or more of the following 

· Bachelor’s degree or three to five years related experience; or equivalent combination of education and experience.
