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JOB DESCRIPTION 
 

TITLE 
   Director Customer Care 

NUMBER 
    50019510 

JOB FAMILY 
   Executive 

GRADE 
 DIR 

DATE REVIEWED 
   April 2012 

FLSA CLASSIFICATION 
    Exempt 

JOB SUMMARY 
Responsible for the strategy and overall operations of Customer Services and Revenue Management businesses 
including the call center, customer experience (customer self service channels), applications support for call center 
technologies, managing vendor relationships, meter to cash processes representing billing services, credit and 
collection services, accounts receivable write-off management, payment processing services (both internal and 
third parties), customer related field and metering services, meter maintenance and support, low income assistance 
programs, and business reporting and analytics.  Interfaces with colleagues in Operations to create advancement in 
customer care.  Responsible for developing and maintaining continual process improvement approach so as to 
meet operational requirements of business area.  Directs efforts to meet SQIs as mandated by the WUTC, key 
business performance indicators, budget targets and overall corporate goals; Ensures compliance with business 
rules, WUTC tariff requirements, WAC and RCW rules, and customer privacy security regulations and policies. 
 
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. 

 Partners with other Customer Service and Revenue Management department leaders to define and implement 
customer self service strategies and strategies for managing meter to cash cycle for the company. 

 Works closely with customers, other departments and agencies to create strategies to resolve customer issues 
in a timely and accurate manner. 

 Directs operations to establish and achieve workload, accuracy, productivity, budget and staffing level targets. 

 Analyzes daily operations, research new ideas and technologies, and network with industry related peers to 
keep department at state-of-the art performance level, both technically and strategically. 

 Maintains positive vendor relationships to ensure excellent customer service is provided and business is 
performed in a cost-effective manner.  

 Develops business continuity strategies and maintains vendor relationships to ensure both quality and cost-
effective service. 

 Directs operations to establish and achieve workload, accuracy, productivity, budget and staffing level targets. 

 Analyzes daily operations, researches new ideas and technologies, and networks with industry related peers to 
keep business area operating at a high performance level, both technically and strategically. 

 Leads corporate/departmental goals and ensures their achievement. 
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 Provides complaint resolution for escalated and complex customer issues in keeping with WUTC and RCW 
guidelines. 

 Develops change management strategy for assigned projects and executes a plan to prepare employees for 
desired changes in technology and work processes. 

 Provides coaching and mentoring for business area;  

 Supports management team in maintaining positive and results oriented work environment; promoting the 
Great Places to Work philosophy; 

 Facilitates and participates in collaborative teamwork relationships with the executive office, Information 
Technology, Gas and Electric operations, service providers and other departments.  
 Collaborates with the PMO on process improvement initiatives. 
 Actively articulates corporate vision and strategic direction – keeping project focus on essential reasons 

for change and employees prepared to handle necessary transitions. 
 Supports management team in establishing and maintaining a positive, results-oriented work 

environment. 
 Supports corporate safety goals and programs and fosters a culture of safety. 

 Performs other duties as assigned. 

MINIMUM QUALIFICATIONS / KNOWLEDGE / SKILLS / ABILITIES 

 BA/BS in business administration, accounting, engineering or related field. 

 Minimum of 15 years related industry management experience.  Strong strategy development, operations, and 
process improvement background.  Strong business understanding of associated enabling technologies. 

 Demonstrated leadership skills, setting and managing goals, and a proven record in developing and leading 
cross-functional teams. 

 Ability to collaborate and communicate effectively across all levels of the organization. 

 Senior leadership experience managing a customer service-oriented business or a proven track record of 
successfully managing a new function (quickly grasping the essence of the area--business drivers, best 
practices etc.). 

 Experience managing a process-intensive function. 

 Ability to independently formulate operating strategy.  

 Strong people management skills, including an ability to initiate and lead change successfully and develop staff.  

 Ability to balance multiple projects, priorities and deadlines. 

DESIRED QUALIFICATIONS / KNOWLEDGE / SKILLS / ABILITIES 

 Knowledge of regulated utility rates, tariffs, RCW and WAC rules. 

 Prior experience managing within Collective Bargaining Agreements. 

 Understanding of general IT to facilitate integration and implementation of technological tools. 

 Change management and/or business process improvement credentials. 

 Experience in the field of employee development. 

 Masters Degree in Business or related field. 

 Working knowledge of regulated utility rates, tariffs, and associated compliance guidelines and requirements. 

 


