
 
 
 
Job Title:   Service Manager 
 
Division:   KTSV-IL   
 
Location:   University Park, IL  
 
Reports to:   Director of Operations 
 
 
Description:   

The Service Manager will develop and execute annual operating plans for service operations, 
providing successful field service warranty outcomes and revenue objectives.  Direct specification 
fulfillment and corresponding work performance.  Provide leadership, train and mentor Service 
Coordinators and promote accountability by team members to meet job labor and material cost 
estimates.  Lead and empower Service Coordinators to manage the customer relationship 
throughout the process to assure work is done to customer quality, on time and on budget 
expectations.   
 

Position Key Accountabilities:   

 Oversee and continuously improve the estimating and order processing cycle time and 
effectiveness to include quoting, customer communication, vehicle service scheduling, bill of 
material accuracy, pricing profit margin maintenance, service reports, and invoicing 
timeliness. 
 

 Establish objectives, SOPs, metrics and tracking for the service department. 
 

 Work with customers, team members and, where applicable, outside vendors, to promote 
successful outcomes.  Manage customer relationships. 
 

 Serve as primary technical resource for customers and associates. 
 

 Assist service techs to get needed parts and materials to jobs on time. 
 

 Provide field service to customers when required. 
 

 Work with Operations and Quality Control by conducting root cause analysis of defects to 
determine the proper corrective actions. 

 

 Collaborate with the company Safety leadership to establish and maintain a safety program, 
including periodic training, inspections, and meetings with associates. 

 

 Oversee the maintenance and general upkeep of all company-owned vehicles, 
tools/equipment and facilities.  

 



Requirements: 

 5-8 years service management experience with a national service provider 

 Proven team builder and motivator who can identify talent, mentor and train, and lead a 

team to success 

 Ability to lead and manage people remotely* (critical) 

 Process-oriented, metrics and data driven 

 Ability to lead a $4M service function supporting a $50 to $60M business nationwide. 

 Engineering knowledge 

 A/C technical knowledge 

 Electro/Mechanical skills 

 Advanced knowledge of Microsoft Office products (Word, Excel, PowerPoint, and 

Outlook) 

 Financial acumen – understanding of factors which determine profitability in a service 

operation 

 Highly organized; able to maintain accurate and detailed reports 

 
Fundamental Irreplaceable Behavior Values: 

Interpersonal Skills:  Easy to get along with.  Treats all people with dignity and respect.  Always 
approachable, never rude.  Aware of and sensitive to what other people are feeling.  Is at ease 
with people at all levels.  Does not belittle the opinions or work of other people, regardless of 
their status or position.  Deals effectively with a diverse workforce.  Demonstrates a high degree 
of “emotional intelligence.”  Truly values and genuinely likes people.  Treats others as important 
person.  Serves others. 

 
Ethics and Integrity:  Admits mistakes in spite of the potential for negative consequences.  
Presents unpleasant or disagreeable facts in an appropriate manner.  Keeps promises; meets 
goals and deadlines.  Avoids situations and associations that could be considered inappropriate.  
Honest in all dealings.  Upholds and models organization’s values.  Does what you say you will 
do.  Is forgiving when feeling mistreated. 
 
Business Demeanor / Temperament:  Displays a positive attitude and optimism about the work 
to be done, the people he or she works with, customers, management, and company policies.  
Has a constructive sense of humor.  Maintains a calm temperament and pleasant demeanor.  
Shows self-control.  Does not spread gossip or rumors.  Acts as a positive influence on others.  
Is courteous, cooperative, and helpful.  Is humble, never boastful, or arrogant. 
 
Accountability:  Accepts personal responsibility for the quality and timeliness of his/her work.  
Acknowledges and corrects mistakes.  Does not make excuses or blame others for errors or 
problems.  Carries his/her fair share of the workload.  Does what he/she commits to doing. 
 
 
 
 



 
Excellent Performance Outcomes for 2017:  

 Thorough understanding and compliance with the Safety First and Always Initiative  
 

 Achieve revenue & margin targets. 
 

 Develop and instill a proactive process in a currently reactive environment that includes 
software and technology tools to improve customer outcomes. 
 

 Develop the talent to support the process and growth of the service business. 
 

 Improve service response times to have field problems addressed w/in 5 hrs. in hard down 
situations & w/in 24 hrs. in non-critical situations 

 

 Develop and implement continuous training/cross-training program for techs to create new 
skills, improve existing skills, and build future team leaders.  Identify training opportunities 
for service techs to participate in with component suppliers. 

 
 


