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JOB DESCRIPTION 
 

TITLE 
   Mgr Escalated Complaints 

NUMBER 
    50020451 

JOB FAMILY 
   Customer Service 

GRADE 
    12 

DATE REVIEWED 
   April 2012 

FLSA CLASSIFICATION 
    Exempt 

JOB SUMMARY 
Manages an area responsible for collecting and tracking all escalated residential/business customer and UTC 
consumer complaints. Coordinates between internal departments such as major accounts, operations, customer 
construction, etc. to resolve high profile customer complaints.  May oversee the investigation and resolution of 
complex customer complaints as directed.  Presents information to the executive team and various departments 
concerning customer service and process improvement opportunities. Makes recommendations for changes to 
internal processes to improve customer satisfaction and quality service. 
 
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 and facilitates the response to customer complaints and/or questions forwarded from the executive 

team, customer surveys and other sources within the organization.   
 Manages the resolution of escalated complaints by utilizing methodologies that solicit cooperation from other 

departments and service providers. Extracts/validates information and diffuses sensitive situations with 
customers.  

 Conducts in-depth analyses of key issues and investigatory findings, prepares and presents executive 
reports/summaries.  

 Provides quality customer relations via the phone, in person or other forms of correspondence.  
 Prepares well-crafted customer communications and official company letters/documents to address complaints. 
 Researches best practices, and makes formal recommendations for improvements in company procedures, 

practices and policies to improve customer satisfaction and quality service.  
 Performs other duties as assigned. 

MINIMUM QUALIFICATIONS / KNOWLEDGE / SKILLS / ABILITIES 
 7 years customer relations or operations experience.  
 A background in resolving complex customer issues related to operations and quality service.  
 Experience in the use of project management skills including tracking, reporting and trend analysis. 
 BA/BS Degree in Communications, Marketing, Business, or an equivalent combination of experience and 

education necessary to perform the job.  
 Excellent interpersonal skills, an influencer, professional, relationship savvy, plus driven and results oriented.  
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 Skilled at completing work and delivering objectives on time and in scope. 
 Ability to navigate complex customer problems through collaboration and critical thinking.  
 Strong negotiation skills necessary to resolve conflicting points of views and needs. 
 Strong investigative and analytical skills.  
 Excellent Microsoft PowerPoint and Excel skills. 
 Excellent presentation and persuasion skills. 
 Outstanding written and verbal skills. 
 

DESIRED QUALIFICATIONS / KNOWLEDGE / SKILLS / ABILITIES 
 Quality assurance and process improvement. 
 Gas and electric utility experience preferably in operations and customer service. 
 Previous managerial responsibilities preferred. 

 


