Company _________________________
JOB DESCRIPTION:  Client Services Manager



JOB TITLE: 

Client Services Manager
DEPARTMENT:
Client Services
REPORTS TO:

CEO
WORK HOURS: 
Full-time, typically between 8:00am - 5:00pm, Monday - Friday
GENERAL PURPOSE:

The Client Services Manager is responsible for independently managing a Client Services team to deliver timely and accurate service while minimizing Company expense and exposure. Sets performance objectives and goals for the Company Client Services team and directs staff to ensure adherence to standard payroll policies and procedures. Responsible for leading the Client Services team to deliver a high level of quality and service to all Company clients and their employees. The Client Services Manager works closely with the CEO, CFO, and Sales Department to deliver quality, accuracy, and timeliness in the Client Services process.

PROFESSIONALISM CODE:

· Perform all duties in the job description accurately on a timely basis and in a professional manner.
· Treat all customers, internal and external, and co-workers with courtesy.

· Answer inquiries or refer inquiries to the appropriate department.

· Handle a variety of duties, requests, and projects that require changing from one task to another of a different nature, without loss of efficiency, accuracy or composure.

· Work with minimum supervision, achieving objectives independently in a timely manner.

· Utilize abilities in problem identification, analysis, research, and resolution, using available resources to accomplish objectives and goals appropriate to the position.

· Perform other duties as requested to maintain the effective operation of the department.
· Demonstrate effective interpersonal skills in relating with peers, management, and customers.

· Employ effective oral and written communication skills appropriate to the position.
· Dress in a manner that is indicative of a Client Services professional and represents Company in a professional manner.
· Keep up to date on Company’s Human Resources Policy and other information that is appropriate in the performance of the position.
ESSENTIAL DUTIES/RESPONSIBILITIES:
1. Provide leadership skills that support the organizational goals, value & mission by:
· Communicating effectively and frequently with the team
· Fostering associates to learn, develop, and adapt to a constantly changing work environment
· Managing change effectively and setting clear expectations of goals
2. Supervise daily Client Services operations and ensure daily and weekly tasks are completed to deliver on the execution of the entire Client Services cycle.
· Sign-off on Client Services checklists and processing cycles to ensure quality control.
· Evaluate, develop and enforce the use of audit tools which support the Client Services process. Develop internal pre calc audits to find and fix both client-generated and Company generated errors prior to transmission. 
· Identify Client Services vulnerabilities and opportunities for Improvement as well as leverage technology and existing processes to gain efficiencies.
· Supervise Client Services team and provide direction, feedback and assistance as needed. Set priorities and workflow within the Client Services department. 

· Act as a lead technical and functional resource for the Client Services team.

· Insure timeliness and accuracy of data received from 3rd party vendors.
· Manage compliance with appropriate laws and regulations including keeping up-to-date with changes to federal and state regulations and addressing any Notices to Company clients.
· Provide management reporting of monthly, quarterly and annual Client Services data as well as perform weekly, monthly, quarter-end and year-end audits.
· Develop, implement, and monitor Client Services policies and procedures, as well as manage the set up and maintenance of Client Services systems including interfaces to other parties and applications.
· Aid in budgeting of Client Services department and monitoring variances to budget 

· Coordinate with CFO on all Financial and Banking matters 

· Responsible for resolving all escalated Client Services inquires with a high degree of quality and accuracy.

· Manage data integrity in the Client Services Software application.

· Process regular and special Client Services requests; including exceptions, adjustments, corrections, and overseeing any arising issues. 
· Oversee the setup and maintenance of Client Services data.

3. Manage the performance of the Client Services team to ensure internal proficiency centering on training, workforce qualification and certification, retention strategies, job structure, and succession planning. This process should be managed by

· Work under the supervision of the CEO to assign Associates to tasks that fit their skill set and area of interest
· Coaching and mentoring for success
· Providing team training opportunities for focal areas
· Encouraging Associates to think for themselves and make suggestions for improvements in their own processes
· Delivering consistent reinforcement through verbal and written praise and appreciation
· Conducting employee performance appraisals and assign performance objectives and provide regular feedback
· Work with team members to provide opportunity for industry certifications, providing input on topics for discussion and participates in team meetings.
OTHER DUTIES/RESPONSIBILITIES:

1. Perform other clerical and administrative tasks (i.e. copying, sorting) related to Client Services as necessary.

2. Other duties as requested by management.

3. Regular and predictable attendance is required.

1. Perform other clerical and administrative tasks (i.e. copying, sorting) related to Payroll Processing as necessary.

2. Other duties as requested by management.

3. Regular and predictable attendance is required.

SUPERVISORY DUTIES:  Supervise and manage all functions of the Client Services team.
WORK ENVIRONMENT:  Office
1. Supervise and manage the Payroll Specialists and Sr. Payroll Specialists.

WORK ENVIRONMENT:  Office

REQUIRED QUALIFICATIONS:
1. Education: Bachelor's Degree in Business Administration or the equivalent in education and experience. Client Services certification is preferred. If applicant does not have CS certification, then he/she will be expected to obtain certification within the first 18 months of the assignment.
2. Required Experience: A minimum of 3 years of demonstrated work experience in the management a large and diverse multi-state Client Services operation, with a good understanding of Client Services-related issues. A minimum 6 years of “hands-on” Client Services work experience.
Additionally
· Experience with Custom Report Writing in a Client Services database.

· Multi-state Client Services, multi-national Client Services, multi-entity Client Services
· Knowledge of federal and state applicable  laws
· Client Services Policy development experience
3. Skills/Abilities: Excellent communication, presentation and facilitation skills. Ability to lead and instruct others to realize their full potential. Ability to handle interruption and changes without becoming less productive. Demonstrated ability to listen and anticipate customer needs. Good written and verbal communication skills. Proven ability to promote team ownership of projects and goals. Self motivated individual who seeks new assignments and challenges as a growth opportunity. 
Additionally:

· Strong computer skills in MS Word, Excel and Client Services software programs.  

· Solid understanding of Client Services systems and processes.  

· Maintain confidential information and understand privacy laws.  
· Solid understanding of Client Services. 
· Strong aptitude for relationship management.
· Must be a self starter with strong leadership skills.
· Must be able to work well under pressure and have a high tolerance for stress. 

· Must possess excellent organizational and time management skills
· Ability to analyze and resolve problems through effective customer service interface and communication
4. Other Requirements: Background checks must meet company hiring criteria.
PREFERRED QUALIFICATIONS:

1. Client Services Certification
2. Advanced Word and Excel skills
3. Client Services Database experience

4. Experience working in a start-up company or organization
5. Experience in monitoring and improving Client Services business processes
6. Extensive experience in Client Services and compliance practices and theories related to Client Services systems and processes.
7. Experience working in a variety of Client Services departments/companies. 

8. Knowledge of system interfaces and previously participated in cross-functional project teams. 

CRITICAL SUCCESS FACTORS: 

Demonstrated ability to coach and mentor employees. Excellent communications, interpersonal skills, and customer service. Ability to train, build and maintain effective teams in a high-volume Client Services environment. Ability to work cross-functional. Accountable for self and team. Remains flexible with continual change. Demonstrates decisiveness. Understands importance of keeping staff, management, third-parties, and customers well informed. Excels in time management and planning skills so that work is well prioritized and deadlines strictly met. Excels at developing and implementing workflow processes and procedures.
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