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JOB DESCRIPTION 
 

TITLE 
   Manager Customer Experience 

NUMBER 
    50018654 

JOB FAMILY 
   Customer Service 

GRADE 
    11 

DATE REVIEWED 
   April 2012 

FLSA CLASSIFICATION 
    Exempt 

JOB SUMMARY 
Manages, plans, and facilitates the activities of the Customer Experience team within Customer Services group. 
Provides strategic direction in management and monitoring customer experience ensuring consistency across all 
channels (the Web, IVR, written correspondence, and live agents).  

 
Manages training and development of PSE’s customer service employees, including all the customer service 
representatives. Partners with other customer service leaders providing strategic planning and management to 
meet SQIs as mandated by the WUTC, other department key performance indicators, including budget and 
Corporate goals. 
 
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. 
 Manages, coordinates and implements customer self-service products and transactions on the Web and IVR in 

compliance with business rules, customer privacy and security guidelines.  
 Is responsible for building customer feedback mechanisms and adjusts processes and products as necessary 

to meet customer expectations. 
 Guides the look and feel of self-service transactions to provide easy and convenient customer service. 
 Produces strategies for moving customers to the most cost-effective channels.  
 Maintains good vendor relationships to ensure quality customer service is received and costs controlled.  
 Monitors industry innovations and research options to keep the department at the state-of-the-art level within 

budgetary margins. 
 Leads and manages project teams on various process improvement initiatives and customer service projects. 
 Performs emergency duty supervisor rotation and responds to call outs and other company-wide emergencies 

during core and non-core hours.  
 Oversees and facilitates training and curriculum development for Customer Services; 
 Develops and implements quality management program with measurable metrics.  
 Analyzes training needs and coordinates development of appropriate training programs with Training 

Consultant.  
 Collaborates with a cross-department employee development team and Corporate Learning Strategies in 
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planning effective training directions, curricula, course schedules, and tracking mechanisms.  
 Encourages positive culture through Great Places to Work philosophy.  
 Counsels, mentors, and coaches training staff promoting empowerment and creativity through delegation, 

accountability, and trust. 
 Maintains awareness of innovations and trends in training industry to make recommendations as appropriate. 
 Performs other duties as assigned. 

MINIMUM QUALIFICATIONS / KNOWLEDGE / SKILLS / ABILITIES 
 Excellent communications skills (oral, written, and listening) 
 3 years in a leadership training role.  
 Significant training/teaching background 
 Proven leadership skills 
 Excellent customer relations skills including problem solving and conflict resolution. 

DESIRED QUALIFICATIONS / KNOWLEDGE / SKILLS / ABILITIES 
 BA/BS in Education or experience in lieu of education may be considered. 
 Knowledge of self-serve transactions, web content development, IVR, and CLX.  
 Working knowledge of WUTC regulatory and RCW guidelines. 

 


