CUSTOMER SERVICE SUPERVISOR
JOB DESCRIPTION

· Assures that all Personnel are properly assigned and utilized.
· Ability to deal with mishandled Customers as a result of delayed or cancelled flights, lost, delayed, or damaged luggage.
· Resolve such problems quickly and within the guidelines established by the Company or the Company’s Customers.
· Request overtime as needed and maintains maximum use and efficiency of all Employees on duty.
· Oversees breaks and lunch periods to control Employee productivity.
· Assists in training Agents to ensure that they are aware of appropriate regulations, procedures, and Company policies.
· Assures that Agents comply with Customer Service procedures and use correct forms and tools to comply with Company regulations and standards.
· Determines that aircraft are properly serviced prior to departure and that all forms and records are properly completed and maintained.
· Provides special care, attention, and assistance to all Customers as needed.
· Evaluates the work performance of Agents to ensure that their work performance, attendance, and appearance meet Company standards.
· Monitors the handling and operating condition of all ramp equipment and all other tools and equipment needed for ramp service.
· Makes sure the ground equipment is serviced and fueled as needed.
· Performs special tasks or assignments as delegated by the Station Management personnel.
· Monitors Agents for future leadership roles.
· Ensures that all Agents comply with Ramp procedures and use of correct forms and tools to comply with Company regulations and standards.
· Knowledge of Agent job descriptions and the ability to perform all of those job descriptions.
· Knowledge of policies and procedures.
· Checks on supplies and equipment to determine that station needs are met.
· Knowledge of current TSA and FAA directives and circulars.
· Knowledge of the AOSSP.
· The ability to communicate the information in the directives, circulars, and information from the AOSSP to the Agents proficiently.
· Certified as a GSC, and able to perform the duties of a GSC.
· The ability to pass the Customer Service Supervisor test with a minimum score of 90%.
