Sales/Customer Support coordinator

JOB DESCRIPTION

· To manage efficiently the customer support functions for Galileo Kenya by ensuring that customer service methods are followed and to raise the profile of GALILEO in the market.

DUTIES AND RESPONSIBILITIES 

· Ascertains that staff at help desk and training conduct themselves professionally and maintain a clean and presentable working environment.

· Initiate, develop and review methods and procedures for the provision of more efficient Customer Service and recommending of the same to Manager Galileo.

· Ensure Customer satisfaction by constantly monitoring the service standards and service delivery of the help desk and the training section.

· Confers with user representative organizations e.g. KATA on customer service matters.

· Maintains contacts with Galileo Airline participants within Kenya as well as users to ensure standardized and high quality service levels.

· Ensures timely dissemination of all system enhancements and new product to users.

· Ensures the proper recording of system trouble tickets and other user data.

· Maintains a relationship with the NDC’s/SMO ‘s to compare and improve service levels.

· Keep a close contact with the central Galileo Help desk and other Galileo International personnel

· Co-ordinating training in the division and preparation and maintaining a training schedule

MEASURES OF PERFORMANCE
· Customer satisfaction in the service provided.

· Responsiveness to agency queries and meeting deadlines.

· Maintaining the set segment productivity targets.

· Preparing and maintaining and training schedule

· Commercialization of training at Galileo Kenya.

