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Service Assistant     

Summary

Oversee in-charge desk addressing upward referral calls from other operators, adherence, schedule changes and responsible for coordinating daily force management.  Assist supervisors as needed.  
General Duties
Duties may include, but are not limited to, the following: 

A. Performing all duties in a professional, courteous and cooperative manner ensuring customer requirements are met or exceeded. 

B. Assisting operators and customers who request or require help; including emergencies and unusual situations. 

C. Directing the work of operators and answering questions and overseeing their work. 

D. Handling customer commendations and diffusing complaints, criticisms and revenue claims. 

E. Managing the administration of the required and scheduled force, scheduled and unscheduled reliefs, and other administrative functions. Taking appropriate corrective action when problems arise which impact customer service. 

F. Delivering initial and continuation training to new operators and providing ongoing developmental training to all operators; analyzing and appraising their work. 

G. Promoting observance of prescribed standards of courteous, professional conduct and cooperation ensuring customer requirements are being met. 

H. Performing the duties of an operator, desk attendant, desk assistant or special assignments as required. 

I. Operating a video display terminal and personal computer. 

J. Checking for proper operation of equipment and taking appropriate corrective action. 

K. Size of office and group varies depending on location and assignment. 

L. Generally sits at a work station equipped with a video display terminal. Wears headset most of the day. 

M. May perform a variety of duties throughout the course of the day. 

N. May be required to perform additional duties and tasks as required by the Company.
Basic Qualifications
A. Ability to communicate effectively with customers, both orally and in writing. 

B. Must have performed the operator job in a satisfactory manner within the past 5 years for a period of not less than 6 months, exclusive of training. 

C. Must be willing to be an instructor. 

D. Must be available to work scheduled tours designated by the Collective Bargaining Agreement and/or the needs of the business.  Associates may be required to work evenings, weekends, holidays, and overtime as the needs of the business necessitate.  Non-scheduled days will be required as needs of the business necessitate.

Training

Formal training 4 to 5 days or more, if required. On-the-job training and development as required.
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