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JOB TITLE: RMA Technician 
 
DEPARTMENT: Operations 
 
REPORTS TO: NPI and Sustaining Engineering Manager 
 
 
SUMMARY:  This position is responsible for receiving all RMA products, ensuring proper 
documentation is logged, product review of all returned items in accordance with defined 
procedures, and other duties as assigned. 
 

 

ESSENTIAL DUTIES AND RESPONSIBILITIES:    
  
• Document incoming and outgoing RMA shipments. 
• Troubleshoot (to component level)/evaluate RMA Field Returns and provide feedback to 

proper departments. 
• Perform cycle counts of RMA units and track all returns and reasons for returns. 
• Conduct monthly inventory counts of RMA units. 
• Work with cross-functional teams to ensure customer returns are reviewed and disposition 

of items are as requirements dictate. 
• Maintain RMA log and perform audit on all RMA documentation in a timely manner. 
• Repair and or upgrade units as needed. 
• Assemble test fixtures as needed. 
• Provide support to engineering staff as needed. 

 
REQUIREMENTS: 
• AA degree in Electronics or minimum of 2 years general assembly electronic experience is 

preferred. 
• Excellent Administrative and Organizational skills are a plus.  
• Microsoft tools experience needed. 

 
LANGUAGE SKILLS:   
• Ability to read and understand operating procedures.  Ability to organize all documentation is 

essential to this position.  Ability to respond to common inquiries or complaints from 
customers, regulatory agencies, or members of the business community.  Excellent written 
and verbal communication skills. 

 
COMPETENCIES: 
• Diversity - Demonstrates knowledge of EEO policy; Shows respect and sensitivity for cultural 

differences; Educates others on the value of diversity; Promotes a harassment-free 
environment; Builds a diverse workforce. 

• Ethics - Treats people with respect; Keeps commitments; Inspires the trust of others; Works 
with integrity and ethically; Upholds organizational values. 

• Adaptability - Adapts to changes in the work environment; Manages competing demands; 
Changes approach or method to best fit the situation; Able to deal with frequent change, 
delays, or unexpected events. 

• Analytical - Synthesizes complex or diverse information; Collects and researches data; Uses 
intuition and experience to complement data; Designs workflows and procedures. 
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• Attendance/Punctuality - Is consistently at work and on time; Ensures work 
responsibilities are covered when absent; Arrives at meetings and appointments on time. 

• Business Acumen - Understands business implications of decisions; Displays orientation to 
profitability; Demonstrates knowledge of market and competition; Aligns work with strategic 
goals. 

• Cost Consciousness - Looks for cost savings opportunities, Conserves organizational 
resources. 

• Delegation - Delegates work assignments; Matches the responsibility to the person; Gives 
authority to work independently; Sets expectations and monitors delegated activities; 
Provides recognition for results. 

• Dependability - Follows instructions, responds to management direction; Takes 
responsibility for own actions; Keeps commitments; Completes tasks on time or notifies 
appropriate person with an alternate plan. 

• Design - Generates creative solutions; Translates concepts and information into images; Uses 
feedback to modify designs; Applies design principles; Demonstrates attention to detail. 

• Initiative - Undertakes self-development activities; Seeks increased responsibilities; Looks 
for and takes advantage of opportunities; Asks for and offers help when needed. 

• Interpersonal Skills - Focuses on solving conflict, not blaming; Maintains confidentiality; 
Listens to others without interrupting; Keeps emotions under control; Remains open to others' 
ideas and tries new things. 

• Judgment - Displays willingness to make decisions; Exhibits sound and accurate judgment; 
Supports and explains reasoning for decisions; Includes appropriate people in decision-making 
process; Makes timely decisions. 

• Leadership - Exhibits confidence in self and others; Inspires and motivates others to perform 
well; Effectively influences actions and opinions of others; Accepts feedback from others; 
Gives appropriate recognition to others. 

• Managing People - Includes staff in planning, decision-making, facilitating and process 
improvement; Takes responsibility for subordinates' activities; Makes self-available to staff; 
Provides regular performance feedback; Develops subordinates' skills and encourages growth; 
Solicits and applies customer feedback (internal and external); Fosters quality focus in others; 
Improves processes, products and services.; Continually works to improve supervisory skills. 

• Motivation - Sets and achieves challenging goals; Demonstrates persistence and overcomes 
obstacles; Measures self against standard of excellence; Takes calculated risks to accomplish 
goals. 

• Oral Communication - Speaks clearly and persuasively in positive or negative situations; 
Listens and gets clarification; Responds well to questions; Demonstrates group presentation 
skills; Participates in meetings. 

• Organizational Support - Follows policies and procedures; Completes administrative tasks 
correctly and on time; Supports organization's goals and values; Benefits organization through 
outside activities; Supports affirmative action and respects diversity. 

• Planning/Organizing - Prioritizes and plans work activities; Uses time efficiently; Plans for 
additional resources; Sets goals and objectives; Organizes or schedules other people and their 
tasks; Develops realistic action plans. 

• Problem Solving - Identifies and resolves problems in a timely manner; Gathers and 
analyzes information skillfully; Develops alternative solutions; Works well in group problem 
solving situations; Uses reason even when dealing with emotional topics. 

• Professionalism - Approaches others in a tactful manner; Reacts well under pressure; Treats 
others with respect and consideration regardless of their status or position; Accepts 
responsibility for own actions; Follows through on commitments. 

• Project Management - Develops project plans; Coordinates projects; Communicates 
changes and progress; Completes projects on time and budget; Manages project team 
activities. 
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• Quality - Demonstrates accuracy and thoroughness; Looks for ways to improve and promote 
quality; Applies feedback to improve performance; Monitors own work to ensure quality. 

• Safety and Security - Observes safety and security procedures; Determines appropriate 
action beyond guidelines; Reports potentially unsafe conditions; Uses equipment and 
materials properly. 

• Strategic Thinking - Develops strategies to achieve organizational goals; Understands 
organization's strengths & weaknesses; Analyzes market and competition; Identifies external 
threats and opportunities; Adapts strategy to changing conditions. 

• Teamwork - Balances team and individual responsibilities; Exhibits objectivity and openness 
to others' views; Gives and welcomes feedback; Contributes to building a positive team spirit; 
Puts success of team above own interests; Able to build morale and group commitments to 
goals and objectives; Supports everyone's efforts to succeed. 

• Technical Skills - Assesses own strengths and weaknesses; Pursues training and 
development opportunities; Strives to continuously build knowledge and skills; Shares 
expertise with others. 

• Written Communication - Writes clearly and informatively; Edits work for spelling and 
grammar; Varies writing style to meet needs; Presents numerical data effectively; Able to 
read and interpret written information. 

 
PHYSICAL DEMANDS: 
The physical demands described here are representative of those that must be met by an 
employee to successfully perform the essential functions of this job. Reasonable 
accommodations may be made to enable individuals with disabilities to perform the essential 
functions.  While performing the duties of this job, the employee is regularly required to stand, 
walk, sit, and talk or hear.  The employee must occasionally lift and/or move up to 25 pounds.  
The employee must occasionally crouch, stoop, or reach.  Specific vision abilities required by 
this job include close vision, color vision, depth perception, and ability to adjust focus.  The 
noise level in the work environment is usually moderate. 
 
WORK ENVIRONMENT:  The work environment characteristics described here are 
representative of those an employee encounters while performing the essential functions of this 
job.  Reasonable accommodations may be made to enable individuals with disabilities to 
perform the essential functions. 
 
The noise level in the work environment is usually moderate. 
 
 
The above is intended to describe the general content of and requirements for the performance 
of this job.  It is not to be construed as an exhaustive statement of duties, responsibilities, or 
physical requirements.  Nothing in this job description restricts management’s right to assign or 
reassign duties and responsibilities to this job at any time. Reasonable accommodations may be 
made to enable individuals with disabilities to perform the essential functions. 
 

 

ACKNOWLEDGEMENT 
I have read the foregoing job description and understand the responsibilities of the job.  I agree 
that I can perform the essential duties of this position. 
 
 
________________________________  
 __________________________________ 
Employee Name     Manager Name 
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________________________________  
 __________________________________ 
Employee Signature     Manager Signature 
 
________________________________  
 __________________________________ 
Date Signed      Date Signed 
 
 


