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JOB DESCRIPTION 
 

TITLE 
   Dir Customer Solutions – Products & Services 

NUMBER 
    50026451 

JOB FAMILY 
   Executive 

GRADE 
 DIR 

DATE REVIEWED 
   April 2012 

FLSA CLASSIFICATION 
    Exempt 

JOB SUMMARY 
Responsible to direct the development, management, and implementation of market based strategies, products, 
and services that meet the needs of PSE’s evolving customer base while maintain alignment with company 
priorities.  Closely collaborates with other departments, in order to optimize the viability and availability of existing 
products, services as well as new business opportunities. 
 
Upholds the safety compliance standards inherent in PSE’s operating and/or field procedures related to work 
responsibilities. Promotes and supports a culture of total safety. 
 

JOB RESPONSIBILITIES 

 Employee Safety, Development & Team Building - Providing employees with coaching, feedback, and 
developmental opportunities and building effective teams: 
 Demonstrates a passion for safety. Promotes and supports a culture of total safety including eliminating 

at-risk behaviors by conducting safety audits and inspections, eliminating hazards and near misses, and 
attending safety meetings. 

 Sets clear expectations and holds employees accountable for performance as well as safety 
goals/targets where applicable. 

 Oversees training and development of employees directly and indirectly managed and makes effective 
staffing decisions. Ensures required training is successfully completed. 

 Challenges and inspires employees to achieve business results.  
 Accountable to ensure employees adhere to legal and operational compliance requirements, as well as 

safety standards.  
 Conducts and ensures the completion of performance reviews. 
 Provides coaching, direction and leadership support to team members in order to achieve employee, 

business, customer and safety results. 

 Defines current customer offerings, establishes priority and strategic fit, impact on the company, and retires 
those no longer relevant.   

 Develops and implements short and long-term customer policy, product, and service priorities as well as sector 
strategies.  

 Evolves and develops new products/services in response to evolving customer needs.  

 Conducts business case analysis on product and service offerings in collaboration with other relevant PSE 
business groups, and others as appropriate. 

 Leads the development of integrated market sector strategies that create customer value and informs the 
priorities of customer facing organizations. 

 Ensures customer acquisition policies and strategies are relevant and consistent with other corporate initiatives 
(ie: line extension policies). 

 Implements and manages a collaborative process of product/service planning across PSE. 

 Coordinates with marketing and market research to apply customer research and frontline customer knowledge 
in making an informed approach to customers/markets. 

 Fosters corporate buy-in of market strategies and priorities. 

 Manages existing product and service offerings, and leverage market plans with other customer facing 
organizations. 

 Develops and implements sales and channel strategies to ensure penetration and market share growth for 
markets and products. 

 Builds awareness and garners advocacy of customer offerings among all customer-facing PSE employees. 

 Establishes sales, margin, and performance goals for product lines. 
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 Integrates closely with business analytics teams, regional teams, and Energy Efficiency groups to plan and 
seamlessly deliver solutions to customers. 

 Identifies, leverages, and integrates market solutions with system planning and system engineering. 

 Performs other duties as assigned. 

MINIMUM QUALIFICATIONS / KNOWLEDGE / SKILLS / ABILITIES 

 Bachelor's degree in business, economics, planning, marketing, or other relevant field.  Equivalent combination 
of education and experience may be substituted.   

 10 years increasing responsibility with utility natural gas programs or market planning, including at least 5 years 
of supervisory experience.  

 Experience leading large multi-departmental, inter-disciplinary teams.  

 Ability to work successfully with external stakeholders representing diverse interests. 

 Strong analytical, organizational, and project management skills.  

 Excellent oral/written communication skills.  Ability to make presentations to a wide range of internal and 
external audiences.   

 Demonstrated clarity of vision/purpose, managerial courage and sense of objective independence balanced 
with ability to respect and work with a diverse range of perspectives.  

 Demonstrated ability to execute plans and strategies into successful programs and services that deliver 
customer value, efficiencies, and/or revenue when appropriate. 

 Thorough understanding of customer motivations and market dynamics. 

DESIRED QUALIFICATIONS / KNOWLEDGE / SKILLS / ABILITIES 

 Advanced degree with 15 years of increasing responsibility managing or planning utility programs/services, 
customer policies and offerings. 

 Ability to lead team in the interpretation and application of market research/data.  

 Ability to work successfully with external stakeholders representing diverse interests. 

 Keen understanding of utility operations and how customers interact with PSE. 

 Track-record of applying business models that generate net revenue and bring customer value. 

 


