Sonic Corp

Job Description

Job Title:            

Manager – Customer Satisfaction
Department:       
Performance Analysis
Reports To:        
VP – Performance Analysis
FLSA Status:     

Exempt

Prepared Date:  
10/11/2011
Summary Responsibilities include management of the FanTrak Customer Satisfaction program, the Mystery Shop Program, and the Customer Comment Hotline Program.  As a liaison between the external partners and the operators, this position will ensure success of the programs through constant communication and analytical insights for improved customer satisfaction and operational execution.  This position will also be responsible for initiating the strategic road map for program enhancements, analyzing and identifying areas of customer service improvements and their respective correlation to sales.
Essential Duties and Responsibilities 

· FanTrak Customer Satisfaction Program:

· Manage all aspects of program, including but not limited to: ensuring adequate customer responses are achieved, POS is set up, and the data collected is reported in an actionable manner allowing our operators to deliver the highest level of customer satisfaction.  
· Analyze all points of data and provide actionable key findings.    
· Solely responsible for management of the +$1.0 million FanTrak Budget.  

· Mystery Shop Program:

· Manage all aspects of program, from elements of shop form to web reporting of shop scores, establishment of guidelines for use in handling the dispute process and daily communication with operators, field, franchisees and vendor partners.  
· Assist franchise groups with customized shop programs.  
· Solely responsible for management of the +$1.0 million Mystery Shop Budget.  
· Customer Comment Hotline Program:

· Work with vendor partner to manage data available through web reporting and information supply to agents communicating with Sonic customers.  
· Communicate with operators, field, franchisees and internal customers.  
· Analyze all points of data and provide actionable key findings. 
· Solely responsible for management of the +$1.0 million Customer Comment Hotline Budget.
· Supervise Customer Service Representative whose duties include receiving and/or processing customer complaints, supporting store level operators, franchisee and Sonic staff as needed.  
· Other duties assigned as needed.
Supervisory Responsibilities 
This position will have supervisory responsibilities.
Sonic’s Leadership Framework




Leader of People and/or Processes – Has a formal privilege of leading people and/or a process

· Customer Focus
· Applies customer focus

· Recognizes and reinforces integrity and ethics

· Uses optimism and positive energy

· Drive/Motivation & Initiative

· Is learning the business

· Demonstrates effective time management

· Resolves conflict

· Is accountable

· Follows through and delivers results

· Demonstrates a passion for their work

· Keeps things in perspective (humility and gratitude)

· Demonstrates commitment to self development

· Influences others

· Teamwork & Collaboration

· Values and respects others

· Collaborates across the organization to achieve a common goal

· Coaches and develops current and future talent

· Listens and communicates

· Develops an eye for talent and team building

· Manages and evaluates performance

· Manages change

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/or ability required. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.
Education and/or Experience                   




Bachelor’s degree, with background knowledge in restaurant operations preferred.  A minimum of 4 years of supervisory experience in a similar position is a plus.
Other Skills and Abilities                   




· Analytical and customer driven skills are required.
· Must be proficient in Microsoft Office, more specifically Microsoft Excel

· Must have excellent written and oral communication skills, and be able to communicate effectively and use e-mail constructively.

· Must be able to challenge conventional thinking without fear of conflict.

· Must have the ability to project a professional image over the phone and in person.

· Must be high performer, especially in an entrepreneurial, fast paced environment.

· Should understand and function effectively in a team environment.  A customer-focused, service driven attitude is essential,

· Must be able to plan and schedule accordingly to ensure all deadlines are met.

· Must have the ability to multi-task.  

· Must demonstrate accuracy and thoroughness and monitoring of own work to ensure quality.

· The ability to build genuine, effective relationships with all constituencies is crucial.  High level interpersonal skills a must.

· Exceptional organizational skills and the ability to develop and follow processes are essential.

· Ability to resolve problems creatively in addition to bringing new solutions to the organization.
Other Qualifications                   




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 is frequently required to use hands to finger, handle, or feel. The employee is occasionally required to stand; walk and sit. The employee must occasionally lift and/or move up to 35 pounds. Specific vision abilities required by this job include close vision.

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.

Employees must have at least 6 months service in your department; a satisfactory rating on your most recent performance review and current performance must be in good standing with your department.
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