*Review protocols
annually using TO
performance and customer
evaluations

*Draft revised protocols
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*Look up orders
*Communicate location
and delivery information

*Look up products in guide
*Communicate product
details

*Know and understand PJE
customer service protocols
*Conduct TO training

*Supervise TOs daily
*Conduct TO evaluations
*Conduct new TO
training

*Communicate PJE
customer service protocols
*Demonstrate
understanding of customer
service protocols
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Customer Service Supervisor Job Task Analysis Team 3

Participate in the

revision and

development of
PJE customer
service protocols

Assist customers

with order
tracking

Assist

customers with
product questions

Train TOs on

updated PJE

customer service

protocols

Supervise and

train TOs

Implement and

follow PJE
customer
service
protocols
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Customer Service
Supervisor
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Respond to
customer
calls that
have been
elevated by
TO’s

Answer TO
questions

Assist
customers
with
ordering

Provide
general
customer
service

Assist
customers
with returns
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* Answer phone

*Resolve customer
questions and complaints
*Follow-up with TO for

training purposes
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*Look up items in product
guide
*Enter orders and/or assist
customers with submitting
online orders

* Answer phones as needed
*Respond to customer
calls as needed

*Answer calls as needed
*Enter return information
and communicate process

to customers

*Follow-up with TOs




