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Job title:  Director of Product Support Department:  Product Support Reports to:  COO or CCO Status: Salaried Summary The Product Support Supervisor is responsible for growing and developing the Product Support team to ensure the highest quality of service and support. Duties and Tasks ●



● ●



●



Ensure consistently positive customer experiences by providing oversight and guidance to Support team members on effective case management, customer communication and troubleshooting of complex issues. Provide technical expertise to internal and external associates related issues to resolve customer concerns and/or questions. Develop and maintain quality metrics and standards for Support performance, generating weekly, monthly, and quarterly reports to be reviewed with management and Support team members, including identification of challenges and opportunities.Track and ensure customer support for the installed base. Manage the communication and escalation of issues with strategic customers with sales management ensuring successful resolution and minimizing customer impact.



●



● ●



Maintain customer relations by resolving customer’s problems/disputes through continually communication in a timely, correct manner..Ensures all customer issues are resolved in a timely manner. Coordinate all onsite support requirements that include staffing, scheduling, budgeting and customer negotiations. Provide handson direction of the Support staff.  Oversee staff performance by taking the lead in staff selection; monitor performance objectives and productivity metrics relating to quarterly goals and annual reviews; and provide staff training, development, and leadership to help ensure and maintain a strong team environment.



●



Work with a crossfunctional team to ensure the successful release of new product development. Manage the customer and support requirements including customer notification and the training and tools needed to ensure Support readiness for launch of new solutions in the market.



●



Produce customer facing documentation such as Root Cause Analyis (RCAs), Solution Articles for common issues, and FAQs.



●



Work closely with Engineering teams to review trends in customer reported issues, prioritize defects and enhancement requests, and provide feedback on future product releases.



●



Facilitate communication, cooperation, and teamwork between the Support team and other operational departments and management teams by establishing case handling automation in Salesforce, weekly meetings and partnering to ensure continuous improvement of the customer experience as well as product improvement and enhancements.



Qualifications



● ● ● ● ● ● ● ● ●



Must have a minimum of five years of supervisory experience in a customer service function. Experience in generator set and/or gasification equipment desired. Ability to effectively present information to top management, public groups, and/or boards of directors. Applicant must have strong people skills, with an understanding of budgeting, planning, goal setting, and daily operational ability. Demonstrated excellent written and verbal communication skills You must be able to provide excellent phone and email communications regarding order status and conflict resolution Must be PC proficient and prior experience with SalesForce and/or other CRM systems. Must be proficient in the Microsoft Office Suite. Must be able to thrive in a startup, fastpace setting. Must have excellent written and spoken communication skills.
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ensure the highest quality of service and support. Duties and Tasks. â—‹ Ensure consistently positive customer experiences by providing oversight and guidance ... 






 Download PDF 



















 48KB Sizes
 0 Downloads
 325 Views








 Report























Recommend Documents




No documents















×
Report Director-ProductSupport.pdf





Your name




Email




Reason
-Select Reason-
Pornographic
Defamatory
Illegal/Unlawful
Spam
Other Terms Of Service Violation
File a copyright complaint





Description















Close
Save changes















×
Sign In






Email




Password







 Remember Password 
Forgot Password?




Sign In



















Information

	About Us
	Privacy Policy
	Terms and Service
	Copyright
	Contact Us





Follow us

	

 Facebook


	

 Twitter


	

 Google Plus







Newsletter























Copyright © 2024 P.PDFKUL.COM. All rights reserved.
















