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MANAGER, OPERATOR QUALIFICATION PROGRAM OPERATIONS
THE COMPANY
The Northeast Gas Association (NGA), formally established in 2003 with origins dating back to the 1920s, is a natural gas trade association that supports more than 35 local natural gas distribution companies, which collectively serve over 14 million customers across the northeast states of Connecticut, Delaware, Maine, Maryland, Massachusetts, New Hampshire, New Jersey, New York, Pennsylvania, Rhode Island, and Vermont. NGA’s membership includes distribution companies, transmission companies, liquefied natural gas companies, and more than 300 associate member companies.

NGA is also the parent organization of NYSEARCH, an R&D organization that has served a consortium of natural gas LDCs for over 30 years. With more than twenty active member companies, NYSEARCH manages product development and research projects involving universities, energy companies, federal agencies, and commercial product and service providers. Its work spans North America and is recognized nationally and internationally as innovative and technologically advanced.

At NGA, we are committed to fostering an inclusive environment where all employees and customers feel valued, respected, and supported. We are dedicated to building a team that reflects the diversity of our customers and the communities in which we live and serve.

POSITION SUMMARY
The Operations Manager for NGA’s Operator Qualification (OQ) Program is a full-time position that reports to the Director, Training & Qualification Services. It is a leadership role that balances hands-on execution with program oversight, process improvement, and financial stewardship. It bears major responsibility for service quality, member experience, and operational excellence of the program.

This role is responsible for overseeing the program’s day-to-day operations and ensuring reliable, efficient delivery of services that help member natural gas utilities and contractors qualify employees who perform covered tasks on the region’s natural gas systems. The Operations Manager leads the OQ operations team, serves as the primary point of contact for member companies, contractors, and business partners, and oversees member support through the helpdesk. In addition, this position manages vendor relationships and contracts, prepares the annual program budget, monitors financial performance, supports reporting and continuous improvement, and promotes high-quality member experience.
PRINCIPAL DUTIES & RESPONSIBILITIES
Team leadership
· Lead, coach, and develop the OQ operations team, including Program Analyst, Training & Qualification Program Specialist, and program auditors, by setting clear expectations, providing regular feedback, and fostering accountability, professional growth, and effective teamwork.


Program administration
· Oversee daily OQ Program operations to ensure reliable service delivery, consistent service standards, and effective helpdesk support for members, contractors, and candidates.
· Maintain and continuously improve program policies, procedures, technology systems, and software, addressing recurring issues and operational challenges.
Vendor and contract management
· Manage vendor and business partner relationships, including setting service expectations and standards, monitoring performance, reconciling service delivery and billing, and planning for contract negotiations and renewals.
· Oversee the delivery of online examinations, in-person skills evaluations, training programs, and Learning Management System administration, addressing performance issues as needed.
Budget planning and financial analysis
· Oversee OQ Program financial performance, including annual budgeting, monthly profit-and-loss variance analysis, forecasting, and reporting to leadership.
· Evaluate pricing, cost structures, and vendor expenditures, and develop recommendations and business cases for investments in technology, process improvements, and staffing to strengthen financial performance and member value.
Performance measurement and improvement
· Establish and monitor key performance indicators (KPIs) for service delivery, helpdesk responsiveness and resolution, member satisfaction, vendor performance, and financial results.
· Develop dashboards and management reports such as Power BI, to communicate program performance, identify trends and root causes, establish improvement targets, and measure results.
· Monitor industry trends and best practices in online testing and test security to support program integrity and continuous improvement.
Member communication
· Serve as the primary point of contact for member companies, contractors, and business partners regarding OQ Program operations.
· Prepare clear written reports, make presentations to NGA leadership and committees and collaborate with colleagues on committee initiatives. 
· Communicate operational changes to members and end users, including required actions and implementation expectations.

KEY PRIORITIES 
· Build a high-performing team with clear roles, goals, and regular coaching.
· Establish a KPI dashboard and monthly leadership review process.
· Deliver timely budgets, forecasts, and variance reporting with recommended actions.
· Document and actively manage vendor contracts and service expectations.
· Provide dependable member service and timely communication of program changes.
EDUCATION & EXPERIENCE REQUIREMENTS
Required
· Bachelor’s degree, preferably in business, engineering, or a related field.
· At least 3 years of operations, program, or business management experience, including 2 years managing people.
· Hands-on budgeting experience or P&L responsibility.
· Advanced Excel skills, including spreadsheet design, formulas, and data analysis.
· Strong written, verbal, problem-solving, and stakeholder-management skills.
· Professional presence and the ability to address operational issues directly and constructively.
Preferred
· Knowledge of natural gas operations and pipeline safety or Operator Qualification requirements.
· Experience with testing, certification, credentialing, training, or member-facing programs.
· Experience managing vendors or outsourced services.
· Experience using KPIs, Power BI or similar tools, and project management methods or software; PMP is a plus.
PERSONAL ATTRIBUTES
· People leader: Sets clear expectations, coaches effectively, and recognizes team success.
· Business-minded: Balances cost, risk, service quality, and member value.
· Analytical: Uses data to solve problems, identify root causes, and improve results.
· Accountable: Manages competing priorities and follows through on commitments.
· Collaborative: Builds strong relationships with technical and non-technical stakeholders.
LOCATION
Location: Westborough, MA. Remote work may be considered based on the successful candidate’s experience.
TRAVEL
Travel: 15–20% travel to committee meetings, member locations, business partner offices, as well as industry conferences and workshops.
COMPENSATION
Compensation: A competitive total compensation and benefits package will be offered to the successful candidate.
Please send resumes to Resumes@northeastgas.org
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