
 

 
 

 

FAQ’s | Customer Support & Services   

Our vision is to know our Customers, meet them where they are, and deliver an experience at a low 

cost that makes them feel loved.  

 

Q.  How long is the Customer Support and Services Training? 

A.  Training will be 5 weeks in the Center that you selected when applying. There will be 2 additional 

weeks of on the job training called Nesting.  

 

Q.  Is my Training period paid? 

 A:  Yes  

 

Q.  When will I start working remotely?  

A:  You will start in the second week of your Nesting 

 

Q.  How long is probation? 

A:  New Hire probation is 6 months (attendance and performance).  Internal New Hires are on a 6 

month Customer Service probation period.  

 

Q.  Is there a grade do I need to maintain in order to pass initial training? 

A: Yes, the curriculum is currently be adapted to our new virtual environment and a passing grade will 

be required.   (Previous range has been between 80% and 90%  - current grade is being established)  

 

Q.  If I don’t pass initial training due to academics, can I reapply? 

A:  You may reapply.  However, you must wait 12 months from the date of your last in person 

interview.  

 

Q.  Do I need the COVID-19 vaccine if selected to attend Southwest CS&S Training?  

A: The Safety of our Employees and Customers is our number one priority, and we remain in close 

communication with the Centers for Disease Control and Prevention (CDC) and the Federal Aviation 

Administration, among others, to implement and comply with changing policies and procedures 

dedicated to mitigating the spread of COVID-19.  We are also focused on keeping our new hire 
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classes safe from the spread of COVID – 19. Although Southwest Airlines is not mandating the 

vaccine, we do highly encourage you, should you be selected for class, to be fully vaccinated prior 

to attending your training. These classes are vitally important and we are counting on each and every 

new hire to be able to continue to run an efficient operation. Should you have to leave class for any 

reason, there is no guarantee we can place you in another class at a future date, although we 

will make every effort to do this. If this occurs, you will need to start the class over and 

complete all training requirements. 

 

Q.  What does the bid/Schedule look like after Training? 

A:  CS&S is unionized and Shifts are bid for, based on Seniority.  Currently Bids are done in one and 

two month increments, based on operational needs and as governed by the IAM Contract.  More 

information about the Union and the IAM Contract will be covered during Nesting.  

 

Full Time shifts are 8 (5 days/wk) or 10 hours. (4 days/wk).   Center Hours are below (in local time 

zone):  

Albuquerque ( AC) 0500-0000 

Atlanta  (GC) 0500-0000 

Chicago (CC) 0700-0000 

Houston  (HC) 0500-2300 

Oklahoma City   

(OC) 

0800-0500 

Phoenix   (PC) 0900-0600 

San Antonio  (SC) 0700-0400 

  

Q.  Is there a dress/appearance code in CS&S?  

A:  Clean, neat, work appropriate clothing.  No uniform requirements 

 

Q.  Is equipment provided or do I need to pay for anything? 

A:   All equipment is provided for you to be able work remotely successfully.  Your headset is 

deducted in 2 or 3 small increments from your initial paychecks, to be reimbursed after you pass 

probation. 
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Q.  If I am already a SWA Contract Employee, how does my Seniority transfer?  

A:  Labor will provide individual communication as to how your seniority and other related contractual 

benefits (vacation, sick time) transfers to CS&S.  

 

Q.  What happens if I have technical problems while working remotely? 

A:  We have chat style support and processes created to provide tech support and troubleshooting.  

There are also processes in place for equipment replacement and all resources are outlined and 

available on our Company website. 

 

Q. Are there metrics or goals that must be maintained? 

A.  CS&S currently has an annual performance review along with the ability to “self-serve” on weekly 

“stats “review.  Your success is measured by a combination of metrics and competencies.   This 

structure is set to encourage and motivate our Employees to be efficient, effective and hospitable as 

well as promote ancillary sales to help maintain Company profitability.   Coaching and development 

are a big part of your success in CS&S.   

 

CS&S is a quick paced, ever evolving Customer experience focused job.   

We make a difference in people’s lives every day!   

   

 


