

JOB DESCRIPTION




	Job Title: Supervisor, Tier II Support
	Job Code:  JE1645

	Department: Global Professional Services
	Date Created:  December 2003

	Grade:  MT5
	Revision Date:

	Summary:  Oversees, schedules and organizes Tier II Support group ensuring quality customer service and sales support. 

	Principal Responsibilities:

· Plans, directs and coordinates the activities of a group of Tier II employees performing customer support. 

· Serves as the working lead for the Tier II Technical Support Specialists. 
· Ensures high quality customer service, monitors customer satisfaction, and reports to management.
· Coordinates cross-functional communication with other areas in the technical support organization through defined channels.
· Receives, analyzes, and tracks customer comments concerning database content and charts via phone, Fax, e-mail, SITA, and Customer Tracking System.
· Investigates and evaluates customer comments/requirements and replies to customer.
· Develops proposals for changes to charting specifications and database policies and discusses them with the manager prior to approaching Standards or the appropriate Project Manager.
· Establishes and monitors ISO procedures.
· Performs other duties as assigned.

	Reports to:  Manager T2 Navigation & Display Support , Neu Isenburg

	Supervisor Responsibilities: T2 Navigation & Display Support team Denver

	Education/Experience Requirements:
· Bachelors degree in Business Administration, or Aviation Management or equivalent combination  of education and experience.
· Minimum of three (3) years experience in supporting technical applications.
· Air Traffic Controller or Pilot Certificate with an Instrument rating, or the equivalent combination of training and experience preferred.

	Competencies: 
(4) Boss Relationships, (7) Caring about Direct Reports, (9) Command Skills, (15) Customer Focus, (18) Delegation, (24) Functional/Technical Skill, (27) Informing, (34) Managerial Courage, (50) Priority Setting, (53) Drive for Results, (67) Written Communications

	Travel:  Less than 15%

	Environment:  Office

	Physical Requirements:  Sitting; Seeing/Hearing; Repetitive Motion: No; Lifting N/A


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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