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MANAGER-CONSUMER RELATIONS

Job Code
202357

FLSA Status
E

Summary

Responsible for supervising daily operations of the consumer services team to ensure maximum 
efficiency and cost-effectiveness of Consumer Services Center. Develops departmental objectives and 
conducts effective resource planning to maximize the productivity of resources. Participates in 
development and establishment of continuous improvement processes to mitigate risk, ensure legal 
compliance, and ensure best in class consumer standards are followed.

Essential Functions
This job description reflects management’s assignment of essential functions; it does not prescribe or 
restrict the tasks that may be assigned.

• Develops objectives for the consumer services engagement center day-to-day activities.
• Analyzes and measures the effectiveness of existing call center processes and practices; develops 
process improvement measures.
•  Conducts effective resource planning to maximize the productivity of resources to include direct 
reports and technology.
•  Collects and analyzes call-center statistics (i.e., costs, customer service metrics, etc.) to identify 
areas of opportunity. Recommends and implements changes.
•  Sets and maintains all customer service procedures and policies.
• Ensures legal compliance for all consumer communications and ensures staff operates within the 
company’s prescribed guidelines for HCCCP, ISO9000, GMP, Audit and other certification standards in 
regards to consumer information.
•  Consistently monitors resource requirements, call volume/quality ensuring staff is maintaining 
corporate and industry best practices.
• Responsible for recruiting, hiring, coaching and providing training to direct reports to maintain high 
customer service standards.
• Identifies, manages and obtains staff capabilities and resources needed to meet objectives.
•  Addresses and resolves team conflicts and anticipates and resolves customer service issues or 
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escalates as needed.
• Provides technical guidance to employees, colleagues and/or customers.
• Maintains knowledge and understanding of various consumer communication platforms (e.g. social 
media, weblogs, etc.); develops protocols to proactively identify and document potential consumer 
satisfaction issues.
• Directly handles more complex inquiries or inquiries from critical customers or accounts, as needed.
• Maintains industry acumen and benchmarks with other consumer services departments within CPG 
industry to ensure that Gallo’s teams perform at parity with accepted norms.
• Provides consultation and guidance to business partners on consumer facing activities.
•  Researches and implements strategies to further improve the customer experience.
• Evaluates agent and supervisor performance and provides feedback on continuous improvement.
•  Evaluates and improves performance with key metrics (i.e., accuracy, first contact resolution, 
quality, etc.).
•  Participates in development of and ensures adherence to department capital spending plan and 
operating budget.
•  Prepares reports and presentations for other departments and/or leadership to include Weekly, 
Monthly, Quarterly and Annual contact center metrics, agent monthly scorecards, and ad hoc contact 
reporting.
• Regularly collaborates with cross-functional departments to include Quality Assurance, Marketing, 
Compliance and legal.
•  Maintains accurate records and files of documentation.
•  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.

Supervisory Responsibilities

• Develops, coaches and mentors peers, indirect and subordinate staff.
• If accountable for the work of others, conducts performance evaluations; reviews and 
communicates salary adjustments; rewards employees or takes disciplinary action, as necessary; 
addresses complaints and resolves issues.

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
• High school diploma or State-issued equivalency certificate plus 9 years of consumer services; OR 
contact center experience with direct supervisory responsibility; OR Bachelor's degree plus 5 years of 
consumer services or contact center experience with direct supervisory responsibility.
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• Experience managing consumer product liability claims.
• Ability to demonstrate expertise with D2C and B2B customer service support.
• Solid understanding of reporting and budgeting procedures.
• Proficient in MS Office and call center equipment/software programs.
•  Outstanding communication and interpersonal skills.
•  Comfortable in both a leadership and team-player role.
•  Excellent organization, time management and prioritization skills.
•  Ability to concentrate on multiple problems at once while still managing day to day demands.

Preferred Qualifications
•  Bachelor's degree in business administration, marketing, education, or communications plus 7 years 
of consumer services or contact center experience with direct supervisory responsibility reflecting 
increasing levels of responsibility.
•  5+ years direct supervision of contact center agents.
•  CPG industry experience
• Knowledge of wine industry.
• Experience with social media and e-commerce customer service support.
• Experience with Astute, Zendesk or Salesforce Service Cloud
•  Certified Call Center Manager (e.g. CCCM) or equivalent qualification.
•  Knowledge of performance evaluation and customer service metrics.
• Experience in basic financial analysis (cost-effectiveness, cost-benefit etc.)

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 frequently required to stand, walk, taste, 
smell and wear a telephone headset for long periods of time; use hands and fingers to perform data 
entry, handle, feel, talk and hear wearing a headset. The employee is occasionally required to stand, 
walk and reach with hands and arms.

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 quiet.


