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JOB DESCRIPTION


	TITLE:
	Dealer Services Manager
	DATE:
	9/2013

	REPORTS TO:
	VP, Warehouse & Service Ops 
	FLSA STATUS:
	Exempt

	DEPARTMENT:
	Service Operations
	MGT/SPVR:
	Yes



__________________________________________________________________________________

SUMMARY 
Responsible for the day-to-day performance of the AIM, Administrative Operations, Warranty-Repair, Warehouse, Estimating and ServiceNet activities, and other service-related areas.  Owns the overall effectiveness and financial profitability for these areas of responsibility.  Develops and implements departmental goals and performance standards. Provides the direction, focus and leadership involving continuous improvement. 

ESSENTIAL DUTIES AND RESPONSIBILITIES include the following. Other duties may be assigned.
· Provides direction and leadership to a functional team. Establishes and communicates goals and objectives for the team that are in line with the corporate direction. Makes decisions around hiring and terminations. Reviews individual and team performance and provides constructive feedback. Possesses specialized expertise in one or more functional areas.
· Develops and monitors the annual business and financial plan, in alignment with the direction of the VP of Warehouse & Service Operations, for the areas of responsibility.
· Monitors departmental operating budgets.
· Analyzes operational issues affecting the department groups and determines a plan for performance enhancements.
· Develops high performance teams and provides direction for consistent results.
· Oversees and provides direction for the DUR (Delivery Upon Receipt) and Demo programs. 
· Fully competent with all HMI Certified Network certification requirements.
· Oversees all quoting/estimating activity in collaboration with the Installation Manager.
· Integrates technology where applicable, to reduce cost and improve efficiency and response time.
· Ability to respond to inquiries and/or complaints from customers, both external and internal, and provide solutions that are consistent with Pivot policies.
· Establishes and maintains written departmental procedures and processes and refines as necessary.
· Constantly interfaces with department staff to monitor compliance with procedures/processes and recommends improvements as necessary.
· Focuses on repeatable workload and the ability to realign resources with volume changes.
· Ensures that the work environment is safe and consistent within the industry.  Actively supports the Safety Committee to implement and maintain specific requirements of the Safety Program.  
· Hires and actively participates in the recruitment process during searches for qualified applicants.
· Able to effectively present information to top management, internally and in client organizations, providing clear resolution to the issues at hand.
· Mentors and develops direct reports.
· Actively supports the directions and policies of Pivot.
· Develops and maintains strong relationships with team, peers, clients, suppliers and other managers in the industry.
· Clarifies the vision by explaining how it will impact team and individual success; works collaboratively with team to brainstorm an action plan to implement the vision; sets objectives to put the vision into action through policies and procedures.
· Anticipates possible problems and develops contingency plans in advance.
· [bookmark: _GoBack]Promotes cooperation among team members, enlisting the active participation of everyone.
· Proposes new approaches, methods or technologies.
· Provides helpful, behaviorally specific feedback to individuals and team.
· Works with employees to set and communicate performance standards that are specific and measurable.
· Regularly attends industry events to expand network.

SUPERVISORY RESPONSIBILITIES 
Directly supervises employees.  Carries out supervisory responsibilities in accordance with the organization's policies and applicable laws. Responsibilities include interviewing, hiring, and training employees; planning, assigning, and directing work; appraising performance; rewarding and disciplining employees; addressing complaints and resolving problems.

QUALIFICATIONS  To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. The requirements listed below are representative of the knowledge, skill, and/or ability required. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

EDUCATION and/or EXPERIENCE 
Bachelor’s degree (B.A.) from accredited college or university, or equivalent experience, required, plus at least 7 years equivalent related experience and/or training with contract office furniture systems, most preferably with Herman Miller furniture systems; previous management experience required, or equivalent combination of education and practical experience.  Working knowledge of word processing and spreadsheet software required, preferably Lotus Notes, MS Office programs, and MS Outlook.  Knowledge of Khameleon, Dexter, and Kiosk systems, preferred.

LANGUAGE SKILLS 
Ability to fluently speak and understand English.  Ability to read, analyze, and interpret documents such as safety rules, operating and maintenance instructions, technical procedures, and/or governmental regulations.  Ability to read and analyze architectural drawings and blueprints.  Ability to write reports and general business correspondence.  Ability to effectively present information and respond to questions from groups of managers, clients, and the general public.

MATHEMATICAL SKILLS 
Ability to add, subtract, multiply, and divide in all units of measure, using whole numbers, common fractions, and decimals.  Ability to compute rate, ratio, and percent and to draw and interpret bar graphs.

REASONING ABILITY 
Ability to solve practical problems and deal with a variety of concrete variables in situations where only limited standardization exists. Ability to interpret a variety of instructions furnished in written, oral, diagram, or schedule form.

CERTIFICATES, LICENSES, REGISTRATIONS 
Must have a current valid California driver’s license, and a current registered operable vehicle and proof of insurance as required by state law.

PHYSICAL DEMANDS  The physical demands described here are representative of those that must be met by an employee to successfully perform the essential functions of this job. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

While performing the duties of this job, the employee is regularly required to talk and hear.  The employee frequently is required to stand; walk; sit; use hands to finger, handle, or feel and to operate a computer keyboard, mouse, and telephone keypad.  The employee is frequently required to reach with hands and arms; climb or balance; stoop, kneel, crouch, or crawl; and occasionally to taste or smell.  The employee must frequently lift and/or move up to 25 pounds and occasionally lift and/or move up to 75 pounds with assistance or equipment.  Specific vision abilities required by this job include close vision, distance vision, color vision, peripheral vision, depth perception, and ability to adjust focus.

WORK ENVIRONMENT  The work environment characteristics described here are representative of those an employee encounters while performing the essential functions of this job. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

While performing the duties of this job, the employee is sometimes exposed to moving mechanical parts; high, precarious places; and outside weather conditions if visits to customer sites are required.  The employee is occasionally exposed to wet and/or humid conditions; fumes or airborne particles; extreme cold or heat; risk of electrical shock and vibration.  The noise level in the work environment is usually moderate, but can be loud if working at a customer construction site.
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