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 ProAir Customer Service Manager (CSM)


ProAir Systems has installed more than 10,000 Mechanical Ventilation with Heat Recovery systems (MVHR) over the past 20 years. Servicing up to now has been done on a reactive basis, responding to customer instigated calls. ProAir needs to adopt a proactive approach. 
A new post of CSM is proposed. (S)he will report directly to the CEO and will be responsible for further development of the existing service model and the integration into our customised ERP system. The follow on, will be to market and deliver service level agreement (SLA) packages to all customers. The ProAir business plan for 2026 – 2028 projects that this business unit will develop into a team of 8+ over the life of the plan. 
Customer satisfaction and after sales service are key to the ProAir plan. The ProAir brand that has been studiously built over the life of the company will be enhanced by this department. A significant contribution to the overall company revenues and the nett profit will be a key deliverable. This person will strengthen the existing management team so that the current ambitious plan can be delivered with a higher level of efficiency.    

Responsibilities;
· Promote a customer-first culture.
· Identify opportunities to improve customer satisfaction.
· Assess the present service offering.
· Investigate options from many points of view including staffing, finance and customer service.
· Formulate workflows and processes to achieve excellent customer service and a financial return.
· Develop existing service infrastructure.
· Develop and monitor appropriate KPIs.

· Resolve complex service issues and de-escalation of complaints
· Complement the Marketing department with examples of positive customer experience.
· Arrange relevant staff training.
· Manage expenditure and revenues.
· Promote a safe working environment at all times for all.

(S)he will require; 
· Strong leadership and people management skills.
· The ability to grasp and appreciate complex technical aspects.
· Excellent customer service and communication abilities.
· Proven problem solving and decision-making capability.
· Ability to manage multiple priorities in a fast-paced environment.
· Strong analytical and reporting skills.
· Ability to work as part of a team.
· Previous experience in a service environment would be an advantage.
	
It will be a fulltime position based in the Galway Head Office and will be responsible for a nationwide operation.  

Salary and conditions will be commensurate with experience and ability.

Applications to shane.dennehy@proair.ie
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