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JOB DESCRIPTION




	Job Title: Account Manager, Senior
	Job Code:  JE0055

	Department: Commercial Aviation Services
	Date Created:  May 23, 2004

	Grade:  J20
	Revision Date: 

	Summary: To develop, maintain, and evolve business relationships with potential and existing customers.  To achieve sales and related business objectives.  To deliver world-class customer service and product support.

	Essential Functions: 

1. Develops, maintains, and evolves business relationships with potential and existing customers.
2. Makes sales or service presentations via telephone, internet, email, at various corporate offices, and at U.S. domestic and international customer locations.  
3. Provides world-class customer service and product support.

4. Defines, develops and brings to production new services or products in conjunction with Project Management and designed task forces. 

5. Provides technical direction, guidance, training and leadership to subordinate Account Executives and Customer Service Representatives, as requested or required.

6. Analyzes customer’s needs and provides customers with advise, direction, technical assistance, and information on the products, applications and related services.

7. Expedites the resolution of customer problems and complaints through coordination with other departments, and via designated manual and computerized tracking systems.
8. Validates customer accounts are promptly and accurately invoiced.

9. Establishes and maintains customer information in compliance with data retention policies and protocols.
10. Negotiates the sale or licensing of company products and services in compliance to all legal requirements.  Validates each sale maintains the perpetual integrity and security of company IP and assets.  

11. Provides oral and/or written reports of the customer needs, problems, interests, and potential for new products and services.

12. Attends designated trade shows, conventions and seminars, as requested or required. 

13. Performs other related duties, including special projects, as requested or required.

	Supervisor Responsibilities: None

	Education/Experience: Bachelor’s degree in aviation, business administration, accounting, customer service, sales, or related discipline, or the equivalent combination of related training, proficiency and experience.  A Master’s degree is preferred.  Six (6) or more years of related experience, or the equivalent and validated proficiencies. 
Knowledge, Skills & Abilities: Demonstrated proficiency providing world-class service within a major customer service or sales function, preferably in the aviation industry.  Demonstrated proficiency resolving billing and customer service problems.  Demonstrated knowledge of and experience accurately communicating billing activity, and related policies and procedures.  Demonstrated experience conducting original research and analysis, and the consistent achievement of projected results based on analysis performed.  Demonstrated experience conducting conflict resolution, including persuading and negotiating with others in compliance with billing policies and procedures.  Demonstrated knowledge of Jeppesen’s products and services, or equivalent.  Demonstrated proficiency with Microsoft Office, Ops Data Services, ADM/ADS, NavData, and Flight Planning is desired.  Demonstrated experience working effectively in a team environment with peers, management, product managers, and other business units.  Demonstrated effective and diplomatic oral and written communication skills, including making scheduled/unscheduled presentations before diverse domestic and international business development teams, executive management, and external clients.  Demonstrated experience using diplomacy to negotiate, to resolve customer service conflicts, and to persuade others to embrace strategies proposed.  
A private pilot license is desired.  A current and valid commercial and instrument ratings is desired.  Foreign language or international business experience is desired.
A current and valid passport is required.

	Competencies: (15) Customer Focus (11) Composure, (27) Informing, (29) Integrity & Trust, 

31) Interpersonal Savvy, (33) Listening, (42) Peer Relationships, (43) Perseverance, (49) Presentation Skills, (50) Priority Setting

	Travel: Approximately 15-50% travel. (Domestic and International)

	Environment: Office

	Physical Requirements: Ability to lift and carry 75 lbs.  Able to stand and/or sit for a long period of time.  Able to endure distant travel.


Note:  The statements contained herein are intended to describe the general nature and level of work being performed by employees assigned to this job.  Employees may be required to perform any other job-related duties as requested by their supervisor.
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