
About Our Organization
Cedar Falls Utilities is a thriving municipal utility 
provider and operates on a not-for-profit basis 
for public benefit in the community of Cedar 
Falls, Iowa. CFU plays an integral role in making 
Cedar Falls a great place to live and work. CFU 
operates four separate enterprises offering 
electricity; natural gas; water; high-speed 
internet, cable television and telephone services 
to its customers.  

Cedar Falls Utilities is governed by a five-person 
Board of Trustees. Trustees are residents of 
Cedar Falls and appointed by the Mayor and 
City Council to six-year terms. Each Trustee has 
the responsibility to represent the interests 
and needs of the Utilities’ customers balanced 
to the best interests of the Utilities. This is 
accomplished through the hiring and overseeing 
of the General Manager/CEO of the Utilities. 
The Board provides the necessary guidelines 
and authorizations for the work of the General 
Manger/CEO via governance policies. Cedar Falls 
Utilities employs an average of 195 employees. 
American Federation of State, County and 
Municipal Employees (AFSCME), Local 3576 
union represents 35% of the workforce.

   

About Our Community
Cedar Falls is a progressive community of 
more than 36,000. Home to the University of 
Northern Iowa, Cedar Falls offers first-rate public 
schools and an outstanding quality of life. New 
residents are often happily surprised by the 
welcoming nature of the community and how 
quickly they feel at home.  

The area offers a wide array of recreational and 
cultural amenities, including over 100 miles of 
hard-surfaced trails, a thriving downtown and a 
variety of entertainment options. There’s a lot 
to do, with festivals, concerts, shopping, sports, 
dining and more. 

Our Vision
Cedar Falls Utilities strives to achieve a 

standard of excellence as an industry leader 

and a trusted provider of utility services to its 

customers and community.
 

Our Mission
To provide our customers with innovative, 

high-quality services that bring the best value 

to the community.

Director of Customer Service 
and Business Development



About the Position
Under general direction from the General 
Manager/CEO, the Director of Customer Service 
& Business Development is an executive-level 
position within the organization providing  
oversight and direction in the areas of Customer 
Service, Energy Services, Marketing, Sales and 
Business Development. 

The Director serves as a strategic partner 
identifying opportunities for business growth 
and maintaining a high level of customer 
satisfaction. The Director serves as a leader to 
four management team members, including 
the Marketing Manager, Communications Sales 
Manager, Customer Service Manager and Energy 
Services Manager.   

Key responsibilities include setting business 
strategy for functional areas, providing 
operational leadership, building a pipeline for 
new products and services, developing effective 
relationships with key accounts and building 
a high performance team while exemplifying 
CFU’s Core Values. Demonstrated abilities to 
forge relationships with key partners, maintain 
effective relationships with internal and 
external stakeholders and deliver optimum 
business outcomes is critical to the success of 
the position.  



Key Responsibilities
• Develops objectives, plans and specific 

activities to be pursued in each area of 
responsibility described in the CFU Strategic 
Plan; Makes strategic and operational 
decisions that concern customer and energy 
service, marketing and sales, and business 
development; Sets organizational marketing 
strategy for the organization.   

• Researches industry updates through 
professional journals, news sources, internet 
and market reports and provides the 
department and General Manager with 
innovative products and services to increase 
company value and improve customer 
satisfaction.

• Negotiates and administers key contracts 
and agreements; develops business and 
commercial sales and service; responsible 
for Cable TV content, TV programming 
agreements, cable sales and marketing. 

• Builds effective public relations by educating 
the public in utility, customer service 
and energy matters; positions CFU in the 
community as a trusted provider of essential 

services.  

• Develops and leads the vision for customer 
service and customer experience; establishes 
and maintains an organizational culture 
based on customer focus and exceeding 
customer expectations, overseeing the 
management of customer accounts and 
customer issues.

• Develops and implements energy efficiency 
methodologies, systems and processes to 
improve service and decrease customer 
costs; develops opportunities to serve the 
residential and commercial customers of CFU 
while reducing CFU power purchase needs.

• Develops workforce plans with staffing and 
resources necessary to meet its goals and 
objectives. 

• Builds and maintains a positive work 
atmosphere by acting and communicating 
in a manner that promotes CFU Core 
Values with customers, co-workers and 
management.



Distinguishing Characteristics
Extensive leeway is granted for the exercise 
of independent judgment and initiative.  
Strong leadership and excellent interpersonal 
skills required, ability to motivate and 
influence others;  ability to think creatively 
and strategically; have excellent judgment 
and ability to work in a fast paced changing 
environment; superior written, presentation, 
and oral communications skills required. Travel 
is required to attend conferences and meetings.

Qualifications
Education:  A Bachelor’s Degree in Business 
Administration, Marketing, Accounting, 
Engineering or related field required.  

Experience:  Ten years of work experience in 
the Utility industry involved with contract 
administration, key account management and 
business development with at least five years 
serving in a leadership capacity.  

Knowledge:  Principles and methods for sales 
and marketing, business and management 
techniques used for strategic planning, 
resource allocation, effective leadership 
styles and coordination of people;  Financial 
and Accounting principles and practices, how 
to assess and analyze financial information; 
Knowledge of Economics and how changes may 
impact the Utility; CFU products, policies and 
procedures; Regulations concerning customer 
rights; and competencies related to marketing 
products and services.

Skills: Oral and Written Communication Skills, 
Customer Service, Analytical Skills, Computer 
Skills (navigating internet, database software, 
Microsoft Office, Microsoft Outlook), Critical 

Thinking Skills, Problem Solving Skills, 
Organizational and Coordination Skills.

Abilities:  Effectively lead people, make quick 
decisions when necessary and utilize problem-
solving techniques; carry out work assignments 
as instructed, multi-task and maintain positive 
employee relations; establish and maintain 
cooperative work relationships with those 
contacted in the course of work.

Benefits
A comprehensive benefits package is available 
including: Health, Life, Dental and Vision 
Insurance, Long-Term Disability, Deferred 
Compensation Plan, Defined Benefit Plan -Iowa 
Public Employees’ Retirement System (IPERS), 
Flex Spending Plan, Employee Assistance 
Program, Wellness Program and Paid Time Off.

Compensation
CFU is committed to providing our employees 
with competitive salaries that not only attract 
top talent but also retain our talent over the 
years. Our average employee tenure is currently 
fourteen years. Our compensation strategy is 
performance-based and the salary for the CSBD 
Director will be dependent on qualifications and 
experience.

Instructions
Individuals interested in applying for the CSBD 
Director should complete our online application 
by August 17, 2017 at cfu.net/careers and 
upload a cover letter and resume. CFU is an 
equal opportunity employer. All qualified 
applicants are encouraged to apply. To learn 
more about our organization, you may visit 
www.cfu.net. 

https://www.cfu.net/careers/A59/career-application
www.cfu.net

