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JOB DESCRIPTION 

TITLE 
Supervisor Customer Svc Quality Assurance 

NUMBER 
50032836   

JOB FAMILY 
Customer Service 

GRADE 
10 

DATE LAST REVIEWED 
April 2014 

FLSA CLASSIFICATION 
Exempt  

SUMMARY 
Provides call monitoring quality oversight and provides qualitative/quantitative analysis to business 
processes and transaction flows. Responsible for audit process that measures call center compliance.   
 
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. 

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 

 Creates, develops and maintains audits based on departmental needs. 
- Participates in design of call monitoring formats and quality standards. 
- Recommends procedural changes to department management. 

 Responsible for quality audits, evaluations and calibration based on defined criteria. 
- Monitors and scores inbound/outbound calls by call center representative. 
- Provides reports and quality analysis of measurements and trends. 
- Provides qualitative feedback on compliance, phone skills, accuracy, and other related 

criteria. 
 Provides coaching to customer service agents and supervisors.  Identifies areas for improvement 

and provides recommendations. 
- Identifies areas for improvement and provides recommendations. 
- Uses quality monitoring data management system to compile and track performance. 
- Provides actionable data to customer service group management. 
- Proactively identifies trends and provides formalized feedback. 

 Oversees the analytics and application/use of analytic tools in ensuring compliance to processes. 
 Consults with performance group to inform and define future process improvements initiatives and 

ensures documentation and follow-up where necessary. 
 Performs other duties as assigned. 

MINIMUM QUALIFICATIONS / KNOWLEDGE / SKILLS / ABILITIES 
 Bachelor’s degree in business, finance or related field, or equivalent combination of education 

and/or related experience. 
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 5 years relevant experience, to include 3 years in quality call monitoring, including systems, 
documentation and standards implementation. 

 Familiarity with quality management standards. 
 Solid understanding of the audit process including types of audits, planning, preparation, execution 

and reporting results. 
 Knowledge of process design and re-engineering requirements documentation methodologies. 
 Excellent communication skills (oral and written). 
 Strong computer skills in utilizing MS Office suite. 

DESIRES QUALIFICATIONS / KNOWLEDGE / SKILLS / ABILITIES 
 Project management experience. 
 ASQ (American Society of Quality) certification and/or Quality Auditor. 

 


