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Job Title: ANALYST-3 CUSTOMER SERVICE      

        

SUMMARY  
Supports all technical and project management duties within customer service that drive 

growth and advancement by evaluating and recommending enhancements to the current 

customer service business model. This is achieved by developing, calculating and 

managing mathematical models, complex analysis and detailed reporting.   

 

ESSENTIAL FUNCTIONS 
 Leads significant projects related to software purchases/upgrades/implementations. 

 Leads projects involving process re-engineering. 

 Identifies best-in-class processes and information technology solutions to support 

business and customer requirements.  

 Develops, evaluates and manages mathematical models, complex analysis and 

reporting. 

 Collects, organizes, analyzes, sums, and presents key business systems data essential 

for management decision making.  

 Develops recommendations to change systems, policies, and procedures; ensures 

timely and accurate implementation.  

 Ensures all supported business customer services requirements are met by 

implementing best practice service models. 

 Performs studies, value-stream mapping, and analysis pertaining to the development 

of new technologies or processes to meet current and projected needs. 

 Prepares technical reports and instructional manuals. 

 Prepares management reports indicating solution or range of possible alternatives. 

 Defines, creates and maintains mathematical models to support decision making and 

performing “what-if” analysis. 

 Supports and sustains current mathematical models extending their functionality to 

provide benefit to the organization. 

 Provides solutions to business issues by developing new modeling algorithms and 

utilizing internal and external resources to deliver solutions. 

 Analyzes manual and technical processes to present a cost/benefit recommendation 

for enhancements that will drive effectiveness and efficiency. 

 Modifies procedures to solve problems surrounding business systems, computer 

equipment capacity/limitations, operation time, and form of desired results.  

 Contributes to the development of new concepts, techniques and standards to ensure 

continuous improvement.  

 Serves as the liaison between users, IT and departmental staff regarding required 

update/changes to software.  

 Maintains and updates department systems software.  

 Writes descriptions of user needs, program specifications, and steps required to 

develop or modify systems.  

 Participates in preparing proposals and recommendations for management and users.  

 Reviews and defines work plans with minimal management review.  
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 Applies current technology, researches, and acquires new technical knowledge to 

complete moderate to complex projects; advises others on current issues, and designs.  

 Analyzes user requirements, procedures, and problems to improve moderate to 

complex systems.  

 Prepares and coordinates special projects. 

 Maintains satisfactory attendance, to include timeliness. 

 Responsible for understanding and complying with applicable quality, environmental 

and safety regulatory considerations. If accountable for the work of others, 

responsible for ensuring their understanding and compliance. 

 This job description reflects management's assignment of essential functions; it does 

not prescribe or restrict the tasks that may be assigned. 

 

SUPERVISORY RESPONSIBILITIES 

N/A 

 

QUALIFICATIONS 
To perform this job successfully, an individual must be able to perform each essential 

duty satisfactorily. The requirements listed below are representative of the knowledge, 

skill and ability required.  Reasonable accommodations may be made to enable 

individuals with disabilities to perform the essential functions. 

 

MINIMUM QUALIFICATIONS 
 Master’s Degree plus 3 years of customer service analysis, supply chain logistics, 

information systems or engineering experience reflecting increasing levels of 

responsibility 

OR 

Bachelor's degree plus 5 years of customer service analysis, supply chain logistics, 

information systems or engineering experience reflecting increasing levels of 

responsibility 

OR 

9 years of customer service analysis, supply chain/logistics, information systems or 

engineering experience reflecting increasing levels of responsibility.   

 High school diploma or State-issued equivalency certificate. 

 

PREFERRED QUALIFICATIONS 
 Master of Business Administration degree plus 5 years of customer service analysis 

or supply chain logistics experience reflecting increasing levels of responsibility 

OR 

Bachelor of Business Administration degree plus 7 years of customer service analysis 

or supply chain logistics experience reflecting increasing levels of responsibility.  

 Project management experience. 

 Experience leading the implementation of new software. 

 Experience presenting information to executive leadership staff members. 

 Experience negotiating cross-functionally to support continuous improvement. 
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 Experience reading, analyzing, and interpreting the most complex documents. 

 Experience responding effectively to the most sensitive inquiries or complaints. 

 Experience writing speeches and articles using original or innovative techniques or 

style.   

 Experience making effective and persuasive speeches and presentations on 

controversial or complex topics to top management, public groups, and boards of 

directors. 

 Skilled in comprehending and applying principles of advanced calculus, modern 

algebra, and advanced statistical theory.  

 Experience working with concepts such as limits, rings, quadratic and differential 

equations, and proofs of theorems. 

 Experience applying principles of logical or scientific thinking to a wide range of 

intellectual and practical problems.   

 Skilled in dealing with nonverbal symbolism (formulas, scientific equations, graphs, 

musical notes, etc.) in its most difficult phases.  

 Skilled in the use of MS Word and MS PowerPoint at an intermediate level; MS 

Excel and MS Access at an advanced level. 

 Experience dealing with a variety of abstract and concrete variables. 

 

PHYSICAL DEMANDS   

The physical demands described here are representative of those that must be met by an 

employee to successfully perform the essential functions of this job. Reasonable 

accommodations may be made to enable individuals with disabilities to perform the 

essential functions. 

 

While performing the duties of this job, the employee is regularly required to talk or hear. 

The employee frequently is required to stand, walk, use hands to finger, handle or feel, 

reach with hands and arms and taste or smell. Specific vision abilities required by this job 

include close vision, distance vision, color vision, peripheral vision, depth perception and 

ability to adjust focus.  

 

WORK ENVIRONMENT   

The work environment characteristics described here are representative of those an 

employee encounters while performing the essential functions of this job. Reasonable 

accommodations may be made to enable individuals with disabilities to perform the 

essential functions. 

 

The noise level in the work environment is usually moderate. 

 
 


