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    Sr. Manager, Customer Service 
     Responsibilities:

· This position is responsible for the daily operations of the remote Atlavista, Virginia call center, while ensuring compliance with all company policies and the Call Center’s mission and goals.

· Manage the remote Call Center site based on established policies and procedures.  
· Communicate job expectations and consequences throughout all levels of the organization.

· Actively interact with all other Intersections Call Centers to maintain consistency.

· Act as the Altavista contact person for Client Service and client visits.

· While being the senior onsite person, work within a matrix organizational structure by developing professional working relationships with HR, IT, Facilities, Quality and Training departments.

· Partner with HR to ensure effective recruitment and selection to attract and retain high quality, talented, diverse employees.

· Work with the Quality and Training Departments to identify and deliver training needs and quality feedback.

· Work with the Training Department to ensure that appropriate new product and policy training is done in a timely manner and communicated to all necessary staff members.  Works to ensure that career and training opportunities are being identified.

· Provide leadership and coaching to Call Center Supervisors through modeling and coaching to ensure maximum effectiveness, as well as continual learning and professional development.

· Analyze current operations and provide recommendations for improvement to peers and senior management.

· Oversee the daily activities to maximize the scheduling, monitor and manage real-time adherence of the Call Center resources.

· Manage projects and/or participate as a project member on Customer Service initiatives.  Prepare timely reports to management on results of these programs

· Develop, implement and maintain exemplary levels of service to members within established guidelines.

· Monitor incoming/outgoing sales and service calls to measure for accuracy of information and appropriate usage of probing and listening skills.
· Resolve and track servicing issues escalated by members and staff.  

· Facilitate collaborative problem solving strategies to resolve issues through effective communication with all levels of internal customers.  Display genuine interest and respect for people and their concerns.

Required Skills:
· Bachelor’s Degree

· 5 years prior experience in a management position in a minimum 100-seat Call Center.
· Must possess excellent communication and sales skills both oral and written.

· Must exhibit excellent organizational and tracking skills.
· Must have a proven track record of relationship building with both internal and external customers.

· Be a proven manager of people and have an excellent problem solving skills.
· Proficiency in English vocabulary and excellent written skills.
· Must have strong analytical ability

· Strong interpersonal skills and proven ability to work with all levels of employees

· Team Building Skills

· Willingness to be on-call and carry a cell phone.

· Ability to read and comprehend complex instructions, correspondence, and regulations

· Ability to work independently and as part of a team

· Ability to prioritize and execute multiple tasks

· Ability to adapt quickly to change

· Attention to detail

· Willingness to travel up to 10% of time
To apply go to the following link and create a profile: 

https://performancemanager4.successfactors.com/career?company=intersections
Intersections Inc. is an Equal Opportunity Employer. EOE/M/F/D/V.

Visit us www.intersections.com
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