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Delete these instructions before printing.
Position Title: Service Manager
Position Purpose and Objectives
A service manager is responsible for providing leadership, generating sales and prioritizing and directing activities within the service department.
· Manage the service department for optimum performance, efficiency and profitability
· Effectively lead service crews to maintain company expectations regarding safety and quality workmanship
· Oversee and/or perform all aspects of service work from selling to installation/repair to billing
· Maintain communication with clients, service crews and the company

Department: Service 
Department Supervisor: Service manager
Direct Supervisor: Director of operations 
Direct Reports: Service technicians

Employment Status: ☐ Status: Exempt (salaried) or ☐ Nonexempt (hourly) (Check one)

Specific Duties, Functions, and Responsibilities 
· Provide leadership to the service department and within the company
· Study methods of improving work measurements and performance standards
· Coordinate preparation of operating reports such as time and attendance records, terminations, new hires, transfers, budget expenditures and statistical records of performance data 
· Know and stay abreast of design requirements, codes and materials; use expertise to prepare accurate and competitive proposals and contracts
· Ensure service vehicles, equipment and employees present a clean and professional image
· Keep supervisor informed about significant problems and sales opportunities
· Meet daily with repair technicians to review the previous and next day’s activities 
· Stay current on new developments and technologies in roofing 
· Work with supervisors, estimators and supervising roofing service and maintenance crews
· Partner with production superintendents regarding policy development and training about procedures to ensure consistency in repairs, maintenance and service
· Supervise employees for maximum performance 
· Review wages and job performance for all service department employees 
· Conduct monthly meetings with project managers and field workers
· Determine training needs for repair technicians; organize and direct needed training in safety, quality and customer satisfaction
· Recruit, train and retain a maintenance workforce
· Willing to learn and teach best practices for roofing service, inspection and roof system maintenance by fully participating in on-the-job training as well as periodic manufacturer training
· Teach everyday general roofing best practices, including the following:
· General leak-call investigation and repair procedures
· Customer service relations
· Roof investigation and inspection techniques
· Recruit, train, mentor and retain a dependable and knowledgeable maintenance workforce

· Ensure crews are adhering to OSHA and company safety regulations
· Identify situation-specific safety needs
· Complete and submits accident and injury reports 
· Comply with all safety policies and procedures, be an example, and support the company safety goals and objectives
· Understand and follow safety, operations and administration procedures
· Learn and teach safety procedures and safety equipment and materials
· Maintain customer relationships and satisfaction
· Handle customer relationships for all service work
· Create and maintains a customer prospect database
· Make sales presentations to prospective customers
· Affirm jobs are completed to the quality level promised
· Manage department work flow
· Schedule and coordinates service work
· Track jobs running through the service department
· Create cost estimates /proposals at customer request over the phone and in the field
· Determine material needs for service projects and submits to purchasing 
· Monitor projects with respect to current status and time and materials 
· Schedule and coordinates all repair work including assigning manpower and vehicles
· Serve as project manager for all repair jobs, including job setup, tracking, charge outs, times sheets, billings, etc.
· Coordinate the flow of activities relating to service work orders and project contracts 
· Perform all activities related to service call management, project creation, dispatching, scheduling, work order and project information flow, documentation, billings, collections, customer satisfaction and follow-up
· Develop and use advanced planning skills for establishing maximum productivity of manpower, materials and equipment, etc., to ensure jobs start on time, customer expectations are met or exceeded, and hours and materials are properly expended
· Manage department finances, including budgets and project invoicing
· Review jobs, time tickets and materials invoices for projects 
· Responsible for all billings and collection of bills
· Review, submit and give final approval to accounts receivable for all service projects
· Documents project discrepancy between budget and actual 
· Review and analyze budget reports, and prepares and develops budget modifications and recommendations
· Monitor accounts receivables for the repair department and keeps accounts current

Required Knowledge, Skills and Abilities
Work Skills – Service managers must stay familiar with company products and services to maintain company standards in service work; also must be able to calmly track multiple ongoing jobs.
Work preferences – Should enjoy unpredictability and problem solving 
Analysis – Ability to read and interpret blueprints and specifications; the ability to conduct roof inspections and detect and repair roof system problems
Roof system knowledge – Knowledge of various roof systems and materials and methods of repair and maintenance and the ability to teach others
Project management – Coordinate projects, communicate changes and monitor progress
Problem solving – Develop alternative solutions; use reason even when dealing with emotional topics
Planning/organizing – Prioritize and plan work activities; organize or schedule service department employees and their tasks 
Effective communication – Ability to convey information, concepts and concerns to people with differing communication styles
Oral Communication – Speak in a clear and professional manner
· Choose an item.
· Choose an item. 
Written Communication – Able to read and interpret written information; write legibly and informatively in a professional manner
Language skills – Ability to read, analyze and interpret
· Choose an item.
· Choose an item. 
· Choose an item. 
· Choose an item. 
· Choose an item. 
Math – Ability to perform math calculations relevant to roofing work
· Choose an item.
· Choose an item. 
· Choose an item. 
· Choose an item. 
· Choose an item. 
Technology – Ability to use phones, tablets and other technology tool
· Choose an item.
· Choose an item. 
· Choose an item. 
· Choose an item. 
· Choose an item. 
Safety and security – Ability to identify, correct and report unsafe conditions according to company and OSHA standards; use equipment and materials properly and effectively
Quality – Knowledge to inspect and assure attention to detail
· Choose an item.
· Choose an item. 
· Choose an item. 
· Choose an item. 
Productivity – Demonstrate the ability to meet and exceed productivity standards; work quickly and accurately
Budgeting – Ability to understand implications of change orders and lost production on job budgets
Cost consciousness – Understand budgeting and implications to jobs
· Choose an item.
· Choose an item. 
· Choose an item. 
Data research – Collect data to the company’s benefit and use intuition and experience to complement data	

Relational Interaction – Service managers must exhibit leadership and management skills necessary to manage work flow, staff and customer relationships.
Customer service – Develop relationships with customers; manage difficult or emotional customer situations; respond to requests for service and assistance
Supervision – Coach staff members; seek to develop supervisory skills
Problem solving – Able to understand complex problems and make decisions to benefit everyone as much as possible
· Choose an item.
· Choose an item. 
· Choose an item. 
· Choose an item. 
· Choose an item. 
· Choose an item. 
· Choose an item. 

Leadership, Management and Teamwork – Service Managers must be able to work well with others and within a company system.
Leadership – Motivate others to perform
· Choose an item.
· Choose an item. 
· Choose an item. 
· Choose an item. 
Management – Ability to juggle schedules, including anticipating weather and its effects; details; and outcomes
· Choose an item.
· Choose an item. 
· Choose an item. 
· Choose an item. 
· Choose an item. 
Teamwork – Ability to work with others in order to accomplish goals
· Choose an item.
· Choose an item. 
· Choose an item. 
· Choose an item. 
· Choose an item. 

Education and Experience 
Essential (The following items are essential for applicants to possess.)
·  (X) years’ roofing production supervision experience
· English fluency
· Safety training: OSHA 30-hour card
· Valid driver’s license
· Ability to use/learn business technology
Preferred
· Five years’ roofing production supervision experience
· Bilingual fluency
· CDL
· Specialized training: crane CCL, forklift, manufacturer,-authorized trainers, man lift, rigging, roof system specific training, cool roofs, CERTA
Physical Requirements
These physical demands are representative of the physical requirements necessary for an employee to successfully perform the essential functions of the job. Reasonable accommodation can be made to enable people with disabilities to perform the described essential functions. 


	Activity
	Never
	Intermittently
	Occasionally
	Frequently
	Constantly
	Activity
	Never
	Intermittently
	Occasionally
	Frequently
	Constantly

	Bending
	
	
	
	
	
	Lifting (lbs.)
	
	
	
	
	

	Kneeling
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	1-10 
	
	
	
	
	

	Twisting/turning
	
	
	
	
	
	11-20
	
	
	
	
	

	Crouching
	
	
	
	
	
	21-50
	
	
	
	
	

	Crawling
	
	
	
	
	
	51-75
	
	
	
	
	

	Walking on a level surface
	
	
	
	
	
	76-100
	
	
	
	
	

	Walking on an uneven surface
	
	
	
	
	
	Carrying (lbs.)
	
	
	
	
	

	Climbing stairs
	
	
	
	
	
	1-10 
	
	
	
	
	

	Climbing ladders
	
	
	
	
	
	11-20
	
	
	
	
	

	Carrying ladders
	
	
	
	
	
	21-50
	
	
	
	
	

	Reaching above
	
	
	
	
	
	51-75
	
	
	
	
	

	Using arms
	
	
	
	
	
	76-100
	
	
	
	
	

	Using wrists
	
	
	
	
	
	Pushing
(lbs.)
	
	
	
	
	

	Handling/fingering
	
	
	
	
	
	1-10 
	
	
	
	
	

	* Grasping
	
	
	
	
	
	11-20
	
	
	
	
	

	* Squeezing
	
	
	
	
	
	21-50
	
	
	
	
	

	Vision
	Yes
	No
	
	
	
	51-75
	
	
	
	
	

	Close
	
	
	
	
	
	76-100
	
	
	
	
	

	Distant
	
	
	
	
	
	Pulling
(lbs.)
	
	
	
	
	

	Color
	
	
	
	
	
	1-10 
	
	
	
	
	

	Peripheral
	
	
	
	
	
	11-20
	
	
	
	
	

	Depth
	
	
	
	
	
	21-50
	
	
	
	
	

	Endurance
	
	
	
	
	
	51-75
	
	
	
	
	

	Repetitive Foot Motion
	
	
	
	
	
	76-100
	
	
	
	
	

	Standing
	
	
	
	
	
	Environment
	
	
	
	
	

	Walking
	
	
	
	
	
	Inside
	
	
	
	
	

	Sitting
	
	
	
	
	
	Outside
	
	
	
	
	

	Keyboarding
	
	
	
	
	
	Heat
	
	
	
	
	

	Tool Use
	
	
	
	
	
	Cold
	
	
	
	
	

	Hand tools
	
	
	
	
	
	Dust
	
	
	
	
	

	Power
	
	
	
	
	
	Noise
	
	
	
	
	

	Drivers
	
	
	
	
	
	Drive
	
	
	
	
	

	Forceful grip
	
	
	
	
	
	Automatic
	
	
	
	
	

	Metal brake
	
	
	
	
	
	Standard
	
	
	
	
	

	
	
	
	
	
	
	Forklift
	
	
	
	
	





Service Manager

