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	Job Description

Service Manager – Reporting to Raymond Dimas



	Date:  
	
	Signatures

	Employee Name:
	
	Accepted by:
	

	Reporting to:
	
	Mgr./Supervisor:
	

	Department:
	
	Human Resources: 
	

	Location:
	Fremont, CA
	
	

	


Job Summary:
As Service Manager you will lead the design and execution of a master service plan for U.S. service coverage and service coverage for specific countries worldwide.   Your role will also include managing the schedule and personnel to carry out timely installations that meet customer expectations.    You and your team will be instrumental in creating and maintaining the reputation of the company as you interface with surgeons, hospital administrators and hospital technical staff.   This position reports to the Global Director of Sales, Marketing and Service.

Travel Requirements: 

While this position will be based full time in our Fremont, CA Corporate Headquarters, at times 25% or more travel could be required including domestic and international.
Job Responsibilities:

· Create a master global service plan and present it to the executive team for review and approval.

· Provide leadership, support and direction to technical specialists and field service engineers by quickly developing knowledge of the system and best service practices.
· Schedule and manage installations, preventative maintenance, repairs, and field service upgrades.

· Develop/maintain equipment service training materials for direct and distributor service engineers.
· Maintain a field service data base to monitor and minimize mean time between failures.

· Track, analyze and manage customer configurations, parts utilization, field service parts inventories, and establish root cause of returned failed parts.

· Work closely with engineering to consider service design elements of product developments.

· Track and manage service performance of each installation engineer, direct service engineer and distributor service engineer.

· Establish the ability to direct system installation, preventative maintenance, service and field service upgrades.
· Work closely with the Manager of Quality Assurance to ensure that customer feedback and product complaints are reported and addressed in a timely manner in accordance with the CTC product complaint handling process. 

Qualifications:

· Bachelor’s degree in engineering or related field;   or equivalent combination of education and related technical field service support experience
· At least 3 years of front line service experience of hospital medical equipment
· Proficient computer skills and knowledge of data base creation/management, Project, Excel, PowerPoint, Word etc.
· Highly proficient presentation and communication skills to interface with internal and external high level executives, department directors, luminary surgeons,  OR staff, and technical support 

· Ability to prioritize and manage projects while meeting critical timelines with high expectations from internal and external customers

· Demonstrated service leadership,  service optimization results,  and company team player 
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