City of Atlantic Beach Job Description


	
	
	(Completed by HR)

	Job Title:
	Customer Service Supervisor
	New:          Recl: 

	Reports to (Title):
	Finance Director
	Job Code:  10113

	Department/Division:
	Finance Department
	Grade:  18

	
	
	FLSA:  Non-exempt


GENERAL SUMMARY:
Performs administrative and supervisory work involving the collection of funds for utility bills and other fees.  Supervises Customer Service Representatives and Meter Readers. Work is performed under general supervision of the Director of Finance and is reviewed through conferences, reports submitted, and results obtained.
DUTIES AND RESPONSIBILITIES:
· Supervise Customer Service Representatives and Meter Readers.

· Oversee and collect funds for payment of utility bills and other fees and licenses either over the counter or through the mail.

· Open mailed payments, sort and distribute checks and stubs, balance payments to stubs, and validate necessary receipts.

· Prepare and calculate bills for accounts.

· Post all utility mail payments and drive thru payments into computer files.

· Set up new accounts and assign account numbers, transfer and close out customer accounts; log all cut-ons and cut-offs; skip trace delinquent accounts.

· Prepare cut-off list for each of the month’s 3 billing cycles.

· Assist customer with accounts, receipts, service orders, name changes, etc.; adjust customer accounts for billing errors, leak problems, etc.

· Answer telephone; provide information regarding the operations and procedures of the assigned area; refer difficult or unusual situations to supervisor.

· Operate dispatch equipment; send meter readers to read unread meters or re-read problem accounts.

· Handle inquiries, complaints, and questions from customers pertaining to utility bills by phone or in person; explain policies.

· Handle all correspondence regarding the follow-up and processing of returned checks.

· Prepare and send out re-reads and service orders; correspond with field crew by radio.

· Balance and prepare deposits; ensure all cash draws are reconciled daily.

· Train staff to operate cash registers; assist staff with cash register problems and questions. 

· Approve and requisition supplies for CRS ‘s and Meter Readers.

· Conduct or participate in customer service training.

· Perform all other related work as required.

Education and Experience:
Associate’s Degree in related field and at least two (2) years of experience; or an equivalent combination of education, training and experience.

Licenses and/or Certificates:
None required.

Knowledge, Skills, and Abilities:
Knowledge of methods, procedures, and equipment used in office practices. Knowledge of utility service connection and termination procedures, customer billing, collecting, and adjusting methods and procedures. Knowledge of basic bookkeeping principles, practices, methods, and procedures. Knowledge of City code and ordinances. Knowledge of and adherence to safety rules and regulations. 

Skill in the use of office and data processing equipment. 

Ability to post accounts and to perform mathematical computations with speed and accuracy. Ability to understand and carry out oral and written instructions. Ability to follow detailed work procedures. Ability to communicate effectively orally and in writing. Ability to handle customer inquiries and complaints courteously and professionally. Ability to establish and maintain effective working relationships with the public and fellow employees.
WORKING CONDITIONS:

The physical conditions that apply to the Worker in this job are described as follows:

	X
	
	None: The worker is not substantially exposed to adverse environment conditions: job likely consists

	
	
	of typical office work or administrative work.

	
	
	

	
	
	The worker is subject to inside environmental conditions: protection from weather conditions but 

	
	
	not necessarily from temperamental changes (i.e. warehouses, covered loading docks, garages, 

	
	
	etc).

	
	
	

	
	
	The worker is subject to outside environmental conditions:  no effective protection from the 



	
	
	weather.

	
	
	

	
	
	The worker is subject to extreme cold: temperatures below 32 degrees for periods of more than 

	
	
	one hour.

	
	
	

	
	
	The worker is subject to extreme heat: temperatures above 100 degrees for periods of more than 

	
	
	one hour.

	
	
	

	
	
	The worker is subject to noise: there is sufficient noise to cause the workers to shout in order to be 

	
	
	heard above the surrounding noise level.

	
	
	

	
	
	The worker is subject to vibration: exposure to oscillating movements of the extremities or whole 



	
	
	body.

	
	
	

	
	
	The worker is subject to hazards: includes a variety of physical conditions, such as proximity to 

	
	
	mechanical parts, electrical current, working on scaffolding and high places or exposure to 

	
	
	chemicals.

	
	
	

	
	
	The worker is subject to atmospheric conditions: one or more of the following conditions that 

	
	
	affect the respiratory system or the skin: fumes, odors, dust, mists, gases or poor ventilation.

	
	
	

	
	
	The worker is subject to oils: there is air and/or skin exposure to oils and other cutting fluids. 



	
	
	

	
	
	The worker is required to wear a respirator.




PHYSICAL ACTIVIITES:

Essential physical activities:

	
	Climbing
	
	Balancing
	
	Stooping
	
	Kneeling
	
	Crouching
	
	Crawling

	

	X
	Reaching
	X
	Standing
	
	Walking
	
	Pushing
	
	Pulling
	X
	Lifting

	

	X
	Fingering
	X
	Grasping
	X
	Feeling
	X
	Talking
	X
	Hearing
	
	Driving

	

	X
	Repetitive Motion

	

	
	Other (list):



MATERIALS AND EQUIPMENT:

Machines, tools, equipment, electronic devices, software, etc. used by position:

	
	Camera/photographic equipment

	
	

	
	Cleaning supplies

	
	

	
	Commercial vehicle

	
	

	
	Data processing equipment

	
	

	
	Handcart

	
	

	
	Hand tools

	
	

	
	Headset

	
	

	X
	Office equipment (desk, chair, phone, etc.)

	
	

	X
	Office machines (copier, facsimile, calculator, cash register, etc.)

	
	

	X
	Office supplies (pens, staplers, pencils, etc.)

	
	

	
	Packaging materials (boxes, shrink wrap, etc.)

	
	

	X
	PC equipment (monitor, keyboard, printer, etc.)

	
	

	X
	PC software

	
	

	
	Public safety equipment (firearms, radar, radio, mobile video systems, etc.)

	

	X
	Other (list): Two-way radio, cash register, CRT


DISCLAIMER: The above information on this description has been designed to indicate the general nature and level of work performed by employees within this classification. It is not designed to contain or be interpreted as a comprehensive inventory of all duties and qualifications required of employees assigned to this job.
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