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Position Overview | Customer Care & Technical Support: Supervisor 

The Technical Support and Customer Care Supervisor is a senior-level leadership role responsible for overseeing 

both the Technical Support and Customer Care Departments at CoachComm. This position ensures the delivery 

of exceptional technical support and world-class customer service for CoachComm’s field communication 

systems, including audio, RF, and control platforms. The Supervisor fosters a customer-first culture, polices 

every customer interaction across the team, sales, and management channels, and drives operational 

excellence. Key focus areas include bringing all customer care and support cases under control, ensuring timely 

resolution and customer satisfaction, implementing necessary procedures, and maintaining constant training 

and documentation. This role combines advanced technical expertise, strategic leadership, hands-on 

operational involvement, and strong interpersonal skills to lead dynamic teams in a fast-paced environment. 

Primary Responsibilities 

Team Leadership & Management 

● Supervise, mentor, and lead Technical Support (Technicians, Specialists, Logistics Manager) and 

Customer Care teams to deliver professional, timely, and high-quality service. 

● Conduct performance reviews, coaching sessions, and daily stand-ups to align priorities, address 

escalations, and reinforce expectations. 

● Manage scheduling, including after-hours and weekend coverage, and promote cross-training for team 

versatility. 

● Police every customer interaction (phone calls, emails, chats, etc.) with the team and through 

sales/management channels to ensure excellent customer service for all needs. 

● Document and outline team duties and expectations; communicate clearly to all team members and 

regularly update documentation (including Support and Customer Care guides) to reflect ongoing 

teaching, training, and process improvements. 

● Oversee daily constituent responsibilities performed by the entire team: Phone Calls/Emails/Chats, 

Service Orders, Cases, Advanced Replacements/Loaners/Returned Gear, Past Dues, and Daily Cleanup 

Around Office Areas. 
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Technical Support & Customer Service 

● Provide expert guidance on troubleshooting audio and control systems, both remotely and onsite, 

using diagnostic tools and schematics. 

● Monitor all service interactions for quality, resolve complex customer issues promptly, and maintain 

full visibility into service cases, returns, support tickets, advanced replacements, loaners, and returned 

gear. 

● Drive initiatives to get customer care and support cases under control: ensure cases are reviewed daily, 

updated, resolved where possible, and closed appropriately while following established workflows 

(e.g., RMA handling, advanced replacements, warranty processes). 

● Promote customer advocacy and satisfaction across all touchpoints. 

Training & Knowledge Management 

● Develop and deliver ongoing training programs for staff and customers on troubleshooting, 

maintenance, best practices, and system-specific procedures. 

● Continuously update troubleshooting guides, support documentation, knowledge base, and team duty 

outlines for accuracy, accessibility, and alignment with current workflows. 

● Emphasize constant teaching and training to build team capability and consistency. 

Process Optimization & Reporting 

● Lead initiatives to streamline processes, improve service efficiency, and implement necessary 

procedures across both departments. 

● Generate weekly performance reports for senior management, tracking key trends, metrics, open 

cases, resolutions, and improvement opportunities. 

● Use systems such as Acumatica, Google Suite, Microsoft Teams/Office, and related tools to manage, 

audit, and optimize service data, logs, customer interactions, and daily operations. 

● Ensure adherence to detailed workflows for case management, advanced replacements, loaners, 

RMAs, service orders, and related processes. 
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Core Competencies 

● Strong leadership, mentoring, and team management skills with a hands-on approach. 

● Excellent organizational, project management, communication, and documentation skills. 

● High emotional intelligence, customer service orientation, and ability to maintain composure in high-

pressure settings. 

● Proficiency in process design, data analysis, continuous improvement, and enforcing standards across 

all customer interactions. 

● All other duties as assigned. 

Minimum Qualifications 

● High School Diploma or GED; associate degree or technical certification (electronics/IT) preferred. 

● 7+ years in electronic systems troubleshooting/repair, with 3+ years in a supervisory or leadership role 

managing technical and/or customer care teams. 

● Experience managing teams across multiple locations or functions preferred. 

● Proficiency with ERP systems (e.g., Acumatica) and office platforms (Microsoft Office, Google Suite). 

● Ability to lift equipment and work flexible hours, including evenings and weekends. 
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