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THE EASTERN IOWA AIRPORT 
POSITION PROFILE 

JOB CODE #/TITLE:  AN021 

Airport Guest Services Supervisor 

POSITION #/TITLE:   

Airport Guest Services Supervisor 
Adopted: 01-17 

Revised:  

 

POSITION DESCRIPTION 

 

Dept. ID/Description:  EIA/The Eastern Iowa 

Airport 

Manager Level:  Supervisor 

Salary Plan/Description:   
APN/Airport Non-Bargaining Unit 

Salary Grade:  13 

Reports To Position #/Job Code #/JC Title: 
0002357/AN014/Director of Marketing & 

Communications 

Dotted-line Reports To Position #/Job Code 

#/JC Title:   

FLSA Status:   
Exempt 

Overtime Status (Employee Type): 

 Exempt (Salaried) 

Physical Demand Rating:  Medium Work Environment:  Uncontrolled 

Pre-employment Testing:  Drug and Health 

screening after contingent offer. 

Position Testing:  Physical Qualifications 

Personal Protective Equipment:  None 

 

General Statement of Duties 

Provides support to the Director of Marketing & Communications in leading airport Guest Services team 

to provide a high quality customer experience. The essential functions of this job include determining the 

needs of the airport user through the airport’s passenger surveys, customer calls, emails and letters to the 

Airport, and daily observations of Airport staff. 

 

Distinguishing Features of the Class 

Considerable leeway is granted for the exercise of independent judgment and initiative.  Supervision is 

exercised over the work of Customer Service Leads and Customer Service Associates. 

 

Examples of Essential Work (Illustrative Only) 

Coordinates work and resources with Director of Marketing & Communications for airport Guest 

Services team who assist the traveling public by disseminating information and provide a variety of 

services.  

Guest services include: front curb porter services, loading/unloading baggage, valet parking, wheelchair 

assistance, baggage claim area assistance, unlocking vehicles for customers who have locked their keys in 

their vehicle, jump starting customer's cars, digging out or pushing customer's cars that are snowed in, 

providing assistance to customers, airlines, and/or TSA with transporting bags as needed, or other duties 

as assigned 

Leads the effort in developing programs for improvements for guest relations as well as oversees 

implementation of approved projects 

Establishes and maintains effective relationships with external and internal customers to ensure initiatives 

are delivered in accordance with the Airport’s Strategic Plan 

Responsible for analyzing airline schedules and processes in order to plan, direct, coordinate, and deliver 

key strategic guest relations/guest experience services  

Drive necessary changes during irregularities to minimize customer impact 

Establish project timelines, prioritize tasks, coordinate allocation of resources and track and report on 

progress of projects 
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Maintain operational organization and efficiency in a changing environment by reallocating staff and 

assets to minimize disruptions to the operation. 

Recruiting, training, retaining and managing customer service leads and associates 

Interact directly with customers and team members to maintain a high level of customer service 

Cultivate a professional work environment by coaching and counseling team members fairly and 

consistently 

Maintains cross-functional communication within all airport departments, airlines, stakeholders and other 

airport partners. 

Makes accurate, timely decisions based upon analysis, judgement and experience 

Can effectively blend people into teams. Fosters a positive working environment of open dialogue and 

feedback. 

Proactively monitors the work of employees to ensure that customer satisfaction, safety, security, quality 

and employee relations meet or exceed standards 

Foster a customer-centric environment whereby team members are accountable for delivering an 

exception guest experience and exceed guest experience metrics 

Attends work regularly at the designated place and time; 

Performs related work as required. 

 

Required Knowledge and Abilities 

Ability to supervise and prioritize projects to ensure the proper functioning of Airport activities; 

Ability to train, assign, motivate, supervise and evaluate the work of others; 

Ability to work cooperatively and to maintain effective working relationships to accomplish job 

responsibilities in a timely manner; 

Ingenuity and inventiveness in the performance of assigned tasks. 

 

Acceptable Experience and Training 

Graduation from an accredited college or university with a Bachelor’s Degree and two years’ supervisory 

experience; or 

Any equivalent combination of experience and training which provides the knowledge and abilities 

necessary to perform the work. 

Required Special Qualifications 

Valid Iowa Driver's License (Class C) with appropriate endorsements;  

Pass and maintain security background check as required by Transportation Security Regulations;  

Airline experience preferred, but not required. 
 

Essential Physical Abilities 

Requires the following with or without reasonable accommodation: 

Sufficient clarity of speech and hearing, which permits the employee to communicate effectively; 

Sufficient vision, which permits the employee to review a wide variety of written correspondence, reports 

and related material in both electronic and hard copy form; 

Sufficient manual dexterity, which permits the employee to operate a keyboard and produce handwritten 

materials and notations; 

Sufficient personal mobility, which permits the employee to visit various and other workstations and 

attend a wide variety of work sites within the Airport. 

 
 


