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    Supervisor, Customer Service 
     Responsibilities:

· Resolve escalated customer issues and handle escalated customer calls

· Perform billing & credit research to resolve customer inquiries

· Conduct customer credit request reviews and approvals

· Conduct order processing research if customer has not received service

· Participate in Client call monitoring sessions

· Act as liaison between Service Center and Clients and between Service Center and other departments

· Analyze daily call result reports, update spreadsheets, and provide statistics to Service Center staff and management

· Provide feedback and coach Agents on work performance and other work issues

· Conduct monthly monitoring of team members to ensure quality standards

· Develop, coach and reinforce training

· Facilitate departmental Team meetings 

· Interview candidates for positions within the Call Center

· Motivate team to ensure performance metrics are met

Required Skills:
· 2-3 years prior Customer Service Supervisory experience - preferably in a Call Center or Telemarketing environment 

· Excellent verbal & written communication skills

· Proficiency in Microsoft Office applications, including Word, PowerPoint and Excel

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

· Excellent multi-tasking skills and experience in handling shifting priorities

· Excellent data entry skills with focus on accuracy 

· Ability to effectively provide information to customers and other employees

· Ability to work independently and as part of a team

· Ability to handle stress and maintain composure during irate calls

· Ability to prioritize, adapt quickly to change, and attention to detail

· Bachelor's degree preferred
Full Time position – must be able to work flexible shifts between the hours of 8AM to midnight Monday – Friday, and rotating Saturdays between the hours of 9AM-6PM

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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