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JOB DESCRIPTION 

JOB SUMMARY 
Professional Security Alliance, Inc. dba PSA, The PSA Network, and Edge located in Westminster, Colorado, is 
the world’s largest systems integrator consortium. We are seeking an experienced and customer-focused 
Customer Service Manager to join our dynamic team. In this role, you will be managing a team of talented 
individuals who are instrumental in not only maintaining strong relationships with our customers but also in 
ensuring seamless customer service and order entry process. The Customer Service Manager will play a critical 
role in shaping the strategic direction of customer engagement, driving customer satisfaction, retention, and 
growth, and leading a high-performing team dedicated to excellence. Your goal will be to enhance customer 
satisfaction, streamline order processing, drive to team to utilize relevant technology and contribute to the overall 
success of our clients ensuring that our customer service and order management processes not only meet but 
exceed our customers' expectations.  
 
We offer a competitive salary and comprehensive compensation package which includes base salary, annual 
bonus potential, medical, dental, vision, life insurance, 401K with match and safe-harbor contribution, flex 
spending, tuition reimbursement, paid parental leave and PTO to qualifying employees.  For those working out 
of our corporate headquarters, we have a business casual working environment.  Salary ranges $75,000 - 
$90,000 annually. 
 
KEY RESPONSIBILITIES: 

• Develop and execute a comprehensive customer success and service strategy that aligns with the 
company's overall business goals. 

• Lead and inspire the customer success team, fostering a culture of excellence, accountability, and 
continuous improvement. 

• Implement strategies to improve customer service quality, responding promptly to customer inquiries. 
• Oversee the management of all aspects of customer relationships, ensuring exceptional service 

standards across all touchpoints. 
• Implement best practices in customer engagement to drive loyalty, retention, and advocacy. 
• Guide new customers through the onboarding process, including initial order placement. 
• Streamline order management and customer service processes to improve efficiency and accuracy. 
• Leverage technology & data analytics to enhance the customer experience and operational efficiency. 
• Recruit, train, and mentor customer success team members, setting clear performance standards and 

fostering professional growth. 
• Promote a collaborative environment that encourages innovation and use of best practices. 
• Monitor and report on key performance indicators (KPIs) related to customer satisfaction, service 

efficiency, and team performance. 
• Manage departmental budgets and forecasts, ensuring resources are allocated effectively to support 

strategic objectives. 
• Actively seek customer feedback regarding the order process and customer service experience. 
• Analyze customer interactions & transactions, identifying areas of improvement in the customer journey 
• Become knowledgeable of the technology partners that PSA represents. 
• Other duties as assigned. Employees are required to follow all job-related directives and perform other 

tasks as requested by their supervisor. 
  

Position Title:  Customer Service Manager Date:  February 2, 2024 

FLSA Status:  Exempt Reports To:  VP - Marketing, Events & Customer 
Success 
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QUALIFICATION AND SKILLS: 
• Bachelor's degree in a related field.  
• Minimum of 7 years of experience in customer success, service, or a related field, with at least 3 years 

in a leadership role. 
• Demonstrated ability to develop and implement strategic plans and solutions in a customer-focused 

environment. 
• Proven track record of leading and scaling customer success teams to achieve measurable outcomes. 
• Strong analytical skills, with the ability to translate data into strategies and actionable insights. 
• Exceptional communication and interpersonal skills, capable of engaging and influencing at all levels of 

the organization. 
• Experience in the electronic security industry is highly desirable. 
• Familiarity with NetSuite ERP is highly desirable, as well as advanced analytics tools. 
• Leadership experience in a high-growth or scaling environment. 

 
Travel 

• Occasional travel to select events / meetings several times per year. 
 
Personal Characteristics 
Living PSA’s core values: 

• Passion – We are passionate about our work and have fun doing it! 
• Integrity – We are honest and trustworthy. 
• Boldness – We are forward thinking and innovative. 
• Service – We live and breathe exceptional customer service. 

 
Other characteristics required: 

• Ability to manage multiple priorities at one time. 
• Superior customer / client focus. 
• Ability to communicate in a professional manner with team members at all levels of the organization. 
• Ability to prioritize, organize and plan workload effectively. 
• Ability to learn quickly, multitask and perform under deadlines. 
• Must work well in a team environment and/or with little supervision. 
• Positive attitude and ability to work in fast-paced environment. 

 
Physical Requirements 
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. 
 
Additional Information 
This job description in no way states or implies that these are the only duties to be performed by the employee 
filling this position.  Employee will be required to follow any other job-related instructions and to perform any 
other job-related duties requested by management.  Management has the right to add to, revise, or delete 
information in this job description. 
 
This document does not create an employment contract, implied or otherwise, other than an "at will" 
employment relationship. 
 
About Professional Security Alliance, Inc. 
PSA is the world’s largest systems integrator consortium made up of the most progressive security and audio-
visual systems integrators.  Combined, PSA members boast over 500 branch locations, employ over 7,500 
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industry professionals and are responsible for over $5 billion annually in security, fire, life safety and pro audio-
visual installations.  PSA operates on a cooperative basis for taxes. 
 
The PSA Network elevates the industries we serve by providing owners and members exceptional education, 
networking, services and connections with technology partners.  Be the rising tide! 
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