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	                                                     Customer Service Supervisor Special Projects
                                                             Department: Customer Service 
                                                             Reports to: National Manager CS


	
	



	JOB SUMMARY


	The Customer Service Supervisor is responsible for managing the Call Centre Special projects and ensures that it is run efficiently.

Manage a multi- culture team to achieve key performance indicators as set out by the National Manager Customer Service (NMCS)

Manage and control the quality of the customer interaction through the phone & also assist the NMCS in directing and supervising the Call Centre. 

 


	KEY DUTIES AND RESPONSIBILITIES, include but are not limited to following:


	Key Performance Area 1: 
	Maintain Call Benchmark


	As  Supervisor Special Projects of the Call Centre, Supervisor is responsible for maintaining the standard of Call as per ACD (Automatic Call Distributor); Ensures that Call Centre activities are in compliance with quality management programs and SMSA procedures.

Ensures all outgoing calls done for address validation is in compliance with special project procedures.



	Decides/Recommends: 
	Frequency  and

% of Annual Time

	Ensures adequate steps are taken for round the clock manning of Call Centre. The responsibility also involves Scheduling, Monitoring Incoming & Out Going calls to maintain benchmarks.  Ensures work meets business standards and policies/procedures in taking actions within own authority/recommending those actions requiring higher authority.


	Daily, Ongoing,

20%


	Key Performance Area 2: 
	Team Supervision


	Key Result Activities:

Lead the assigned Call Centre team; Ensure it is effectively supervised, Team player, Achievers, Honest and helpful. Provide clear direction and performance standard to the team; Maintain required staffing levels, Training and Motivation to meet set targets. 
 

	Decides/Recommends:
	Frequency  and

% of Annual Time

	Allocates work within normal priorities, and exercises day-to-day control of staff. Informs NMCS for approvals of overtime, leave, recommends disciplinary action where required.
	Daily, Ongoing,

20%

	
	

	Key Performance Area 3: 
	Reports and Analysis

	Key Result Activities:
Prepares and submits daily, weekly and monthly Special Projects report to NMCS. Reports include In Coming & Out Going calls report,un delivered shipment reports to be handed over to respective heads and  Attendandence report

	Decides/Recommends: 
	Frequency  and

% of Annual Time

	Ensures  accuracy of reports, recommends changes to improve Call Center activities. 


	Weekly, Monthly, and as required,

20%


	Key Performance Area 4: 
	Interpersonal Skills


	Promote SMSA brand image and values through very high levels of personal appearance / presentation and attitude so that it reflects SMSA High Standards


	Decides/Recommends: 
	Frequency  and

% of Annual Time

	Possess excellent interpersonal Skills, Understanding.Strong Achievement Driven and ready to take initiatives, Expected to be neat in appearance.Strong communcations skills, Strong Ability to Impact and Influence.


	Daily, Ongoing,

20%


	Key Performance Area 5: 
	Communications 



	Key Result Activities:
Communications mainly thorugh telephone, email. Ensures that telephone etiquettes are maintained by Call Center agents 

 

	Decides/Recommends:
	Frequency  and

% of Annual Time

	Assesses importance and sensitivity of issues and decides how to resolve/address them. Implements improvements to procedure/ communications, recommends solutions/ actions to higher authority.
	Daily, Ongoing,

20%

	
	

	
	


	EDUCATION & EXPERIENCE

	Bachelor Degree or Diploma 
	

	3-5 Years experiences in Customer Service, including managing major services related issues of customers in the Air Express Industry or Freight Forward Industry.
	


	KNOWLEDGE BASE

	Strong Telephone Skills.

Excellent Interpersonal Understanding.

MS Office Knowledge.




	ROLE REQUIREMENTS

	Region’s Call Center automated performance reports (Group Profile ACD Report).

Speed and effectiveness in solving inter-departmental conflict involving Call Centre. 

Level of awareness of quality programs within the department.

Number  of employees trained in quality management.

Number of suggestions to improve Call Center.

Cooperation and teamwork with other department managers.

Commitment to company success.

Responsible for team's

1- Training/ Coaching

2- Appraisals and Development

Discipline and guidance

	Skills: Technical competencies to undertake the role and knowledge of the business should be included here.

	State whether

Essential or Desirable

	
	


	COMPETENCY
	LEVEL

	Bachelor Degree or Diploma 
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