
CUSTOMER SUPPORT MANAGER

ABOUT THE POSITION

This is an exciting full-time position for a Customer Support Manager looking to develop a career at the

intersection of clean energy and social justice. The Customer Support Manager will contribute to the

advancement, growth, and development of Groundswell's customer support team. Leading with integrity,

respect, and service, this position requires a high-level of self-motivation and passion for Groundswell’s work

around clean energy and economic equity. The Customer Support Manager is responsible for leading by

example in providing excellent customer service for participants of the District of Columbia Department of

Energy and Environment (DOEE) Solar for All program and ensuring a high quality and dignified customer

experience by providing participant support, ongoing communication via phone and email, and opportunities

for participants to deepen their engagement with Groundswell.

Reporting to the Director of Organizational Development and Customer Support, the Customer Support

Manager will work closely with the Subscriber Engagement and Support Manager to implement

Groundswell's strategic goal of being our best at serving income-qualifying households with clean energy by

providing support and oversight to the customer service team, allowing Groundswell to meet its objectives

and metrics.

Groundswell is a values-driven social enterprise committed to a culture of belonging, and we invite you to

review our strategic plan and values as you apply.

KEY RESPONSIBILITIES

Customer Support Management

● Lead the customer support team in maintaining a Net Promoter Score of at least 85 among solar

participants under management by Groundswell in alignment with the strategic plan by

● Oversee the Customer Support Team in placing individual phone calls to program participants and

following a provided script

● Lead the onboarding process of market-rate and empowered subscribers onto new community solar

projects

● Oversee the enrollment process for customers, including documentation verification, in-person

enrollment, customer communication and follow-up, and survey administration

● Respond to inbound inquiries via phone and email from customers and conduct outbound calls, as

necessary

● Respond efficiently and accurately to customers, explaining possible solutions, and ensuring that

customers feel supported, respected, and valued

● Develop and maintain customer service process documentation
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● Maintain community solar customer and enrollment records using call center software, Salesforce,

and other tracking tools

● Track all call center and customer support metrics for quarterly reporting

● Meet individual and team qualitative and quantitative targets

● Utilize software, databases, scripts, and tools appropriately; update and maintain procedural

documentation where appropriate

● Appropriately handle escalated customer dissatisfaction inquiries or other reported issues needing

response or resolution per established protocol

● Contribute to continuous improvement efforts, including designing new and refining existing customer

management processes

Customer Engagement

● Ensure high quality and timely service delivery to end customers on fully-operating community solar

projects

● Monitor waitlists and allocate participants to available subscriptions

● Oversee the implementation of Groundswell's Customer Support Journey

● Identify and research potential partnership opportunities with other community organizations

● Develop and maintain relationships with partner organizations; conduct follow-up and due diligence

● Appropriately engage with program participants, responding to questions, and provide additional

information per established protocols

● Review and analyze customer survey data to present, share and recommend solutions for assisting

Groundswell in meeting its strategic goal to be it’s best in serving LMI households

● Manage and facilitate the DOEE Advisory Committee

● Create and review customer engagement material with the marketing and communications team

● Collaborate with the marketing and communications team to share relevant content from customer

experience and interactions to highlight stories for social media and the website

Community Partnership Development

● Research and cultivate partnerships and relationships with values-aligned organizations in order to

grow relationship and subscriber outreach engagement

● Assist in creating and maintaining a subscriber journey that reflects Groundswell’s values and strategic

goals

● Provide operational support in collaboration with the Subscriber Engagement and Support Manager

to partner organizations seeking to enroll subscribers in Groundswell community solar projects

● Build and maintain deep relationships with key stakeholders to reach community solar subscribers.

ADDITIONAL RESPONSIBILITIES

As a member of the Groundswell team, the Customer Support Manager is expected to participate in the
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overall execution of Groundswell programs:

● Support the pursuit of opportunities aligned with the Groundswell mission.

● Share insights into customer behavior and needs and into customer service patterns and trends to

inform future product development and service delivery innovations.

OTHER DUTIES

This position description is not designed to cover or contain a comprehensive listing of activities, duties, or

responsibilities that are required. Duties, responsibilities, and activities may change at any time with or

without notice.

COMPETENCIES OR SPECIALIZED KNOWLEDGE

● Superb attention to detail

● Ability to engage respectfully and professionally with people of different backgrounds

● Self-directed follow-through, able to manage a to-do list and see items through to completion once

assigned

● Strong communication skills and commitment to operating transparently

● Highly reliable

● Willing to learn and acquire new skills

● Ability to manage multiple tasks simultaneously and set and communicate priorities

● Adapts and able to deal with frequent changes

● Excellent verbal, written, and analytical skills

● Proficient knowledge of customer relationship management (CRM) systems

● Ability to utilize multiple software applications on one or more screens

● Ability to prioritize and plan work activities as to use time efficiently

SUPERVISORY RESPONSIBILITY

The Customer Support Manager will directly oversee and manage Customer Support Associates.

WORK ENVIRONMENT

Due to the ongoing COVID-19 pandemic, Groundswell is operating on a fully remote basis. As such, this

position is eligible for remote work, and the Customer Support Manager is expected to have access to a

suitable remote work environment including access to a stable internet connection and a phone. Groundswell

will provide a computer for the Customer Support Manager to use as needed. Following the lifting of

pandemic restrictions and in alignment with Groundswell’s reentry plan, this job operates in a professional

office environment.

TRAVEL

Occasional US travel may be required for this position.
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POSITION TYPE AND EXPECTED HOURS

This is a full-time position. Days and hours of work are flexible in order to best serve our clients. Call center

hours are Monday through Friday, 9:30 a.m. to 5:30 p.m. Occasional evening and weekend work may be

required as job duties demand. Due to the nature of the role, candidates must be based in the Washington,

D.C. area.

DESIRED EDUCATION AND EXPERIENCE

● At least 4 years of experience working in a customer service or call center environment

● At least 4 years of experience of managerial or supervisory experience

● Bachelor’s Degree, preferably in business administration or any other related field

● Strong communication skills, the ability to clearly articulate thoughts and ideas

● Outstanding organizational and problem-solving skills

SUPERVISION

The Customer Support Manager will report to the Director of Organizational Development and Customer

Support.

COMPENSATION

Compensation for this position ranges between $60,000 - $75,000 with a full-time employee benefits

package.

BENEFITS

• Groundswell pays 100% of the monthly premium for health, dental, vision, and long-term disability for

full-time employees in accordance with Groundswell’s policy. Groundswell also covers 50% of spouses

and dependents covered under the Groundswell healthcare, vision, and dental plan.

• Matching 401(k) plan contribution by Groundswell up to 4% for employees who choose to contribute

to the plan with immediate vesting.

• $45 per month to reimburse cellular phone use for business purposes.

• $75 per month to reimburse home internet access for business purposes.

• Fifteen (15) paid vacation days per year; eight (8) sick days, and two (2) personal days.

• Vacation and sick leave accrue at the start of your employment, restart each year on January 1, and

increase with tenure. Personal days begin after six months of employment.

• Groundswell also takes nine (9) paid federal holidays and a holiday break from December 24th to

January 1st (inclusive).

• Pre-tax benefits such as Smart benefits, Flexible spending, and Dependent care are also available.
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HOW TO APPLY

Candidates must submit a resume and cover letter to hiring@groundswell.org detailing their qualifications

and interest to be considered for this position. In compliance with federal law, all persons hired will be

required to verify identity and eligibility to work in the United States and to complete the required

employment eligibility verification form upon hire.

Groundswell is an equal opportunity employer that is deeply committed to the principles of equity, diversity,

and inclusiveness and seeks to create a pluralistic community for all.

END
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