
 
 

 
 
 
 
Manager, Call Center  
Windsor, CT  
 
 
Responsible for the design, implementation and day-to-day operations of all policies and 
practices pertaining to customer service residential and business billing, move, outage and other 
customer inquiries.  Manages the day-to-day operational performance of the Call Center; to 
include inbound/outbound customer calls, email responses, website, social media and chat 
inquires.  Ensures compliance with department goals, objectives, policies and procedures by 
setting performance objectives, selecting and implementing appropriate procedures, technologies 
and staffing for the Call Center.  This role contributes to the Company by ensuring customer 
requests and inquiries are handled effectively across various inbound and outbound customer 
contact channels.  Communicates customer service, company, service quality and efficiency 
goals and objectives.  Develops, motivates and empowers supervisory staff.  Partners with 
internal and external business partners to ensure best practices are deployed, maintained and 
continuously improved to effectively support customer service goals.  

 Plan, coordinate and manage emergency/storm related call center customer 
communications and related work in partnership with the Customer Group management 
team and aligned with the Customer Group Emergency Response Plan.  

 Coordinate with other Customer Group departments, Operations and Corporate groups as 
necessary to serve residential and business customers  

 Manages creation, maintenance and revision of department schedules to ensure proper 
site staffing levels 24 hours a day/7 days a week.  

 Ensures effective supervision of all personnel with regard to performance, training, labor, 
disciplinary and administrative issues.  

 Regularly review the Call Center performance to maximize customer service delivery 
effectiveness and efficiency.  

 Monitors, evaluates and provides performance feedback to Call Center staff.  
 Support the development and implementation of operating plans aligned with Eversource 

business strategies and objectives.  
 Analyzes and identifies opportunities to improve customer service by evaluating staffing 

options from a cost benefit and customer focused perspective.  Identifies impact on the 
business and establishes appropriate staffing levels to meet service level agreements and 
goals.  

 Identify innovative practices and solutions in support of the company’s customer 
satisfaction objectives.  

 Ensures cohesive working relationship with bargaining units.  
 Review and authorize final decisions for complicated or sensitive service related issues 

involving billing, metering, reliability and other service matters.  



 Obtain feedback from and advocate for our customers, always looking for ways to make 
it easy to do business with Eversource.  

 Maintain overall compliance with corporate and regulatory standards in the security of 
customer information.  

 Adhere to all company policies, procedures and business ethic codes, and ensures they 
are communicated and implemented within the team.  

Provide Customer Center Director with timely updates and feedback on all customer, operational 
and budget matters.  
 
Technical Knowledge/Skills:   Requires knowledge of Call Center operations and telephone 
equipment.  Familiarity with applicable customer service rules and regulations and gas and 
electric distribution principles; company billing, credit, collections, energy efficiency, 
accounting, labor relations and service requirements, policies and procedures.  Also requires 
analytical, verbal, written, communication, customer service, interpersonal and negotiating skills.  
 
Education:   Requires a Bachelor’s Degree in Business, related discipline or equivalent 
experience.  Master’s Degree preferred.  
 
Experience:  Minimum of ten (10) years in a customer service environment including previous 
supervisory/managerial experience.  
 
Please apply online at www.eversource.com.  
 
 


