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[bookmark: _Toc187231887]Job Description:  
As the Operations Manager, reporting to the Director of Global Operations, your primary responsibility will be to manage the day-to-day global operations of a virtual Commercial Contact Center and support environment serving a major life sciences organization. In this role, you will provide operational leadership across regions, ensuring service delivery, compliance, staffing alignment, performance management, and execution of client priorities.
The Operations Manager will assume ownership of daily operational governance, cross-functional coordination, and operational decision-making. The role acts as the primary bridge between strategic direction set by the Director and the execution led by Regional Leads and front-line teams.
The Operations Manager will be responsible for ensuring SLAs, KPIs, quality expectations, and customer satisfaction targets are consistently met in a compliant manner. The role also supports business continuity, operational consistency, workforce planning, escalation management, and implementation of process improvements across the program.
[bookmark: _Toc187231888]Key Attributes and Responsibilities: 
· Serve as the primary operational lead for the program, with accountability for execution of staffing plans, schedule adherence, service performance, reporting, and issue resolution.
· Directly manage Regional Leads, providing coaching, guidance, performance feedback, and support with employee development and operational execution.

· Monitor operational performance trends, staffing risks, productivity, customer experience indicators, and compliance metrics, and take timely action to address gaps.
· Partner closely with Workforce Management to review forecasts, capacity plans, schedules, and intra-day staffing adjustments to ensure coverage across business hours and regions.
· Own regular operational reviews, including internal performance reviews and client-facing operational updates, with clear communication of trends, risks, actions, and outcomes.
· Act as a key point of contact for client operational stakeholders on day-to-day matters, ensuring follow-through on action items, alignment on priorities, and timely communication of issues and changes.
· Support the Director by escalating material risks, strategic decisions, financial concerns, client relationship issues, and broader program opportunities requiring senior oversight.
· Ensure compliant handling and reporting of adverse events, product quality complaints, and other regulated case types in accordance with SOPs and reporting timelines.
· Partner with Quality, Training, Compliance, Workforce Management, HR, and other internal functions to maintain effective operations and continuous readiness.
· Review operational data to identify trends, root causes, and improvement opportunities, and lead implementation of corrective and preventive actions where needed.
· Drive continuous improvement initiatives across processes, workflows, tools, reporting, and team practices to improve efficiency, quality, and customer experience.
· Support hiring, interviewing, onboarding, certification, and training of new team members and leaders in partnership with relevant stakeholders.
· Provide oversight and support for escalations, including supervisory requests, service issues, sensitive customer situations, and urgent operational matters, including potential after-hours support when required.
· Coordinate global initiatives and ensure consistent communication and execution across regions and functions.
· Present operational data and business updates to a variety of audiences, tailoring communication based on stakeholder needs, including leadership and client contacts.
· Ensure appropriate process documentation, knowledge sharing, and change management practices are in place to support consistency across the program.
· The nature of this position may require flexibility outside standard business hours in a global operating model. Occasional travel may be required.
[bookmark: _Toc187231889]Required Skills/Abilities:
· [bookmark: _Hlk148606411][bookmark: _Toc187231890]Strong operational leadership skills with the ability to translate strategic priorities into clear execution plans.
· Demonstrated ability to lead leaders, develop teams, and create accountability in a complex, fast-paced environment.
· Strong client relationship skills with the ability to manage day-to-day interactions professionally and effectively. 
· Strong analytical skills with the ability to interpret operational data, identify risks, and make sound decisions quickly.
· Excellent communication and presentation skills, with the ability to communicate clearly across front-line teams, leadership, and client stakeholders. 
· Ability to manage competing priorities, adapt to changing business needs, and maintain focus under pressure. 
· Strong problem-solving and conflict-resolution skills.
· Ability to work effectively across regions and functions in a matrixed global environment. 
· Strong attention to detail and commitment to quality and compliance. 
· Comfortable handling escalations, supporting performance management, and driving improvement actions.
· Fluent in English, written and oral. Additional languages are an asset. 
Education and/or Experience:
· [bookmark: _Toc187231891]BS/BA in Business, Supply Chain, Life Sciences, or related field preferred.
· Typically 4–7 years of relevant experience in contact center operations, customer engagement, commercial operations, medical information, helpdesk, or related support functions within pharma, biotech, or life sciences.
· Minimum 3 years of leadership experience with responsibility for direct and/or indirect reports.
· Experience managing team leads, or equivalent people leaders, is strongly preferred.
· Experience in a regulated contact center environment, including exposure to adverse event and product quality complaint intake, is strongly preferred.
· Experience in workforce planning, service delivery management, and performance reporting is required.
· Experience with vaccine products or support for pharmaceutical/biotech programs is preferred.
Technical Skills:
· Experience with Amazon Web Services (AWS) Connect & Salesforce Health/Service Cloud is preferred
· Operating systems: Windows through current version
· Microsoft Office tools
· Experience with workforce management and resource scheduling concepts
· Familiarity with contact center technologies
· PC Hardware environment: Laptops, Desktop and Printers
· Contact center telephony, email, and chat tool - preferred
· Knowledge in using client relationship management system - preferred
[bookmark: _Toc187231892]Other Requirements:
· Ability to sit for long periods of time
· Basic computer and hardware proficiency to set up remote workstation
· Hardwired internet connection with minimum internet speeds of 15mbps upload and 15mbps download 
· Must have a private and quiet office space free of interruption to conduct professional calls on behalf of a client.
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