[bookmark: _Hlk135918161][image: ]Job Title: 		Lead Customer Service Representative (LCSR)
Department:	Alliance Aviation
Reports to: 	Alliance Aviation General Manager
Effective:		6/19/2023

Basic Purpose:
The incumbent shall provide services to general and commercial aviation with professionalism and excellence with the common goal of both building and maintaining satisfied and loyal customers.  This front facing position engages directly with customers ensuring concierge and other services are handled promptly and correctly. The LCSR is responsible for the collection of payment from the customers, entering all sales into accounting software as well as the performance of a variety of administrative and light housekeeping duties.  This position also provides oversight of the duties and responsibilities of the CSR position.
Duties/Responsibilities:
In addition to carrying out, and being proficient with, all duties/responsibilities as described in the Customer Service Representative (CSR) job description, this position includes the following.
1. Provide leadership to CSR staff by setting the bar high with excellent customer service; resolving conflict with professionalism; developing a cohesive customer service experience and customer service team, all with a “Leaders Eat Last” mindset.
2. Oversight and documentation of CSR initial and recurrent training.  
3. Responsible for updating all CSR staff with new procedures or information pertinent to a successful customer experience and ensuring that written and digital procedures are kept up to date.
4. Create, post and oversee customer service work schedules assuring all shifts are adequately staffed.  
5. Participate in and offer insight during interview and performance review process of CSR staff.
6. Set up, maintain and update customer records in all associated software and files assuring up to date and accurate information.  
7. Update fuel prices in all applicable software programs and internet sites when advised by Manager.  Maintain current instructions for updating fuel prices.
8. Bookkeeping duties to include, resolving a/r, a/p receipt inquiries; bi-weekly credit card reconciliation; daily contract billing reconciliation; monthly customer statements; monitor on-account customer and follow up with overdue accounts; review transactions for accuracy.  
9. Oversee ordering of office, kitchen and cleaning supplies, maintaining adequate stock and accurate inventory records at all times. 
10. Oversee Conference Room reservations in appropriate software as well as documenting procedures for all staff to reference.
11. Oversee catering procedures and invoicing for both aircraft and conference room.  
12. Assist with and participate in the planning of promotional and special events.	
13. Monitor and update contracted hotel rates.
14. Perform all other duties as assigned.  
Required Skills/Abilities:
1. [bookmark: _Hlk137646410]Ability to display and maintain self-motivation, positive attitude and work ethic while working with a team as well as when working unsupervised setting an example for excellence.
2. Ability to handle stressful situations and high-profile clientele with poise, effectiveness, confidentiality, and professionalism and always with a sense of cultural awareness and sensitivity.  Make all customers feel welcome and well cared for while they utilize services at Lancaster Airport.
3. Ability to resolve conflict with professionalism and a full understanding of all facts and perspectives. Ability to de-escalate situations in order to prevent or resolve conflicts or problem.
4. Ability to work quickly and efficiently to meet tight time restrictions and strategically prioritize simultaneous customer requests.
5. Ability to perform basic mathematical computations.
6. Ability to clearly and accurately communicate effectively in a professional manner, in English, in person, by telephone, radio and in writing. 
7. Ability to read, understand and follow all relevant policies, safety and ethical procedures, laws and regulations.  Ability to utilize phonetic alphabet, learn and improve skill set.
8. Proficiency in computer operations (internet, email) necessary to perform the duties of their position. Ability to type and or use a computer keyboard with sufficient speed to meet the requirements of the role. Ability to learn new software.  Software programs relevant to this position include but are not limited to QuickBooks Pro, Microsoft Word and Excel.
9. Ability to detect phishing attempts and avoid attempts by other to infiltrate the company computer network through practicing safe computer use and complying with company IT policies.
10. Maintain a clean and professional personal appearance.
11. Ability and flexibility to work over-time (if full-time), cover after hours and/or other shifts on short notice.
12. Ability to assist customers outside on the airport ramp in varying weather conditions.
13. Ability to train and convey the skills required to a trainee.
14. Excellent customer service skills with a positive and up-beat demeanor.
Education, Experience and Eligibility Qualifications:
1. High School graduate or its equivalent.
2. Five (5) years Customer Service experience.
3. Ability to pass background check, pre-employment drug tests, receive and maintain issuance of an airport security badge, and be insurable by the Airport’s applicable insurance policies to include a valid driver’s license.
4. Zero tolerance drug free employer includes pre-employment and random screening.
5. Aviation experience a plus but not necessary.
Physical Requirements:
1. Ability to observe aircraft identification numbers from seventy-five feet (75’) as well as read fine print.
2. Ability to stand to greet customers during verbal exchanges, walk throughout two-story facility to interact with customers.  
3. Ability to listen and understand when communicating with customers.
4. Ability to write in clear and organized style.
5. Occasional stooping, bending and lifting up to 30 pounds required to assist visitors.
Job Characteristics:
1. Position is full-time, hourly, non-managerial
2. Regular and reliable in-person and timely attendance for all shifts which may include nights, weekends and/or holidays as scheduled.  
3. Some traveling may occur off-site.

This job description is a general outline of the duties to be performed and is not to be misconstrued as encompassing all duties performed within the position.

The Airport Authority does not discriminate against any applicant or an Employee on the basis of race, color, religion, national origin, sex, age, marital status, sexual orientation, gender identity, disability, political affiliation, personal appearance, family responsibilities, or any other characteristic protected under federal, state, or local law.  This Equal Opportunity policy applies to all aspects of employment, including but not limited to recruitment, hiring, job assignments, promotions, working conditions, scheduling, wage and salary administration, benefits, disciplinary actions, termination, and any social, educational, and recreational programs sponsored by the Airport Authority.  
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