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JOB DESCRIPTION 
 

TITLE 
   Manager Customer Support 

NUMBER 
 50013877 

JOB FAMILY 
   Customer Service 

GRADE 
  11 

DATE REVIEWED 
   April 2014 

FLSA CLASSIFICATION 
  Exempt 

JOB SUMMARY 
Manages the activities of the department in the functions of back office support related to customer 
interactions, transactions, and services. Manages collaborative efforts to meet performance standard 
measurements, as mandated by legal requirements and Company policies and procedures.  
 
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 back office operations to establish and balance workload, productivity, budget, staffing level 

targets and to ensure timely and accurate bills. Ensures compliance with business rules, WUTC 
(Washington Utilities and Transportation Commission) tariff requirements, WAC and RCW rules, and 
customer privacy security regulations and policies.  

 Manages back office transactions and functions related to customer interactions.  
 Resolves escalated, complex and follow-up issues for customers.  
 Advises and interprets rates, tariffs, company policy and procedural questions related to customer service 

for customers and staff.  
 Works closely with the Major Accounts Department to ensure accurate and timely large power billings.  
 Monitors industry trends to develop and implement strategic plans.   
 Manages relationships with internal departments (such as Tax, Finance & Accounting), and external 

entities (such as auditors and vendors) to ensure excellent customer service, and business is performed in 
a cost-effective manner.  Participates in collaborative cross-functional teams across the operation.  

 Develops, promotes, communicates and effectively implements a wide range of strategies within the 
department.   

 Researches best practices, and makes formal recommendations for improvements in company 
procedures, practices and policies to improve the billing operations. 

 Performs other duties as assigned.  
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MINIMUM QUALIFICATIONS / KNOWLEDGE / SKILLS / ABILITIES 
 7 years expereicne in a customer accounting and/or billing environment, including 3 years supervising 

customer service employees; or equivalent combination of education and experience. 
 Strong customer relations skills including problem solving and conflict resolution. 
 Strong communication skills (oral, written, listening). 
 Knowledge of process improvement techniques and methodologies. 
 Strong analytical skills. 
 Ability to develop creative, cost effective solutions to business problems. 

 

DESIRED QUALIFICATIONS / KNOWLEDGE / SKILLS / ABILITIES 
 Bachelor’s degree in relevant field. 
 Knowledge of ConsumerLinX system. 
 Knowledge of collective bargaining agreements and application of rules. 
 Knowledge of related government laws and regulations, such as those related to WAC, RCW and WUTC. 
 Knowledge and understanding of strategic application of billing metrics. 

 
 


