
 
 

SERVICE MANAGER  
We are a leading global manufacturer of innovative heat-treating equipment serving a diverse marketplace with a history of solid growth; offering 
comprehensive benefits including medical, dental and life insurance as well as paid vacation.   
 
SUMMARY 
This position is responsible for several duties including, but not limited to the management, organization and follow-up of all service projects done on 
behalf of ECM USA Inc., typically those of which are no longer in warranty. Management of service personnel is also expected. This person oversees 
supporting our Customers, ensuring that all services exceed our customers’ expectations, and is in continuous contact with ECM USA Inc. 
Management, Suppliers and Customers as well as ECM Technologies staff to maintain the expected progress of each assignment.    
 
TRAVEL AND WORK CONDITIONS 
Limited domestic (25%) and international (10%) travel required to customer sites. Limited work from home flexibility offered but must reside within 
daily commuting distance of ECM USA’s Pleasant Prairie, WI, headquarters. 
 
JOB DUTIES AND RESPONSIBILITIES (general but not limited to) 
Oversee and manage the development, coordination, and delivery of all field engineering and technical service (installation, start-up, commissioning, 
performance analysis, upgrade, customization, maintenance, repair, etc.) work performed on ECM products within the United States, including: 
 

• Engineering and technical analysis and testing of ECM machinery to develop and prepare engineering/technical service solution(s) for 
projects involving machinery installation/commissioning, analysis, upgrade, customization, maintenance, or repair.  

• Liaison with customers regarding engineering and technical services.  

• Preparation of engineering/technical specifications, service quotes, and bids for customers as well as for contractors for third-party 
assistance during installation or service projects.  

• Oversight and direction of field engineering and technical service staff (both internal and external) activities related to the provision of 
engineering and technical services to customers, including, but not limited to checking all furnace and system electrical wiring at the time 
of installation, startup and commissioning; adjusting all mechanical parts of delivered furnaces to ensure proper functioning; verifying the 
accuracy of all machine programming software; customizing control software; verifying, testing, and customizing all functions and controls 
of delivered furnaces; troubleshooting the mechanical, electrical, and software components of systems of delivered furnaces; PLC 
programming and de-bugging of control and monitoring systems on furnaces; cold and hot testing; warranty repair; on-site 
troubleshooting; customer/operator training; preventative maintenance; and emergency service.  

• Delivery of field engineering and technical services by both ECM employees and third-party contractors, including managing assignments of 
field service personnel to ensure all customers’ needs are satisfied and all emergencies are addressed as well as reviewing and approving 
field service personnel records.  

• Development and execution of all field engineering and technical service project timelines, standards, budgets, invoices, and key 
performance indicators.  

• All purchasing activities necessary to obtain ECM Group and non-ECM Group equipment, parts, and supplies needed for successful delivery 
and execution of all engineering and technical service project deliverables.  

• Organization and retention of project documentation, including spare parts lists, drawings, budget tracking sheets, as well as PLC software 
and parameters.  

• Product failure analysis and troubleshooting, including failure mode and effects analysis (FMEA) and risk analysis.  

• Project acceptance, satisfaction, and sign off from customers.  

• Project budget development, compliance, and cost containment.  

• Company response to any customer concerns or complaints regarding project deliverables or execution. 
 
REQUIRED EDUCATION AND EXPERIENCE 

o The position of Service Manager requires a Bachelor’s degree in Mechanical or Electrical Engineering; two years of experience with the 
installation, power start-up, commissioning, PLC programming and de-bugging, cold and hot testing, upgrade, customization, and 
maintenance or repair of industrial heat treatment furnaces; and one year of experience with management of field service engineering or 
commissioning engineering projects with regard to industrial machinery and which included preparation of project specifications and bids 
to customers, overseeing or managing project budget development and  compliance, as well as communications with customers regarding 
project specifications, deliverables, or execution. 
 

Job Type: Full Time, Exempt 
Job Location: Pleasant Prairie, Wisconsin  
Apply to:  HumanResources@ECM-USA.com 

 
All employment candidates may be required to pass a background check including: drug screening, criminal background check, possession of valid driver’s license and possession of valid passport 
when necessary.  ECM USA, INC., Inc. is an Equal Opportunity Employer. We will make every effort to consider applications for all available positions and shall use one or more of the contact 
methods and addresses indicated in resume or online application. Indicated location may be proximate or may be desirable point of embarkation for paid or unpaid relocation to another venue. 
Job descriptions may fit single or multiple presently available or anticipated positions and are NOT an offer of employment or contract implied or otherwise. Described compensation is neither 
definite nor precise and may be estimated and approximate and is negotiable depending on market conditions and candidate availability and other factors and is solely at the discretion of 
employers. Nothing herein is or may be considered a promise, guarantee, offer, pledge, agreement, contract, or oath.  


