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TOWN OF DANVERS

POSITION DESCRIPTION
---------------------------------------------------------------------------------------
DEPARTMENT/DIVISION:
DPW Business Division
POSITION:



Customer Service Representative
UNIT:



AFSCME Unit D, Range 4
DATE:



7/15
----------------------------------------------------------------------------------------
NATURE OF WORK:

Under the general supervision of the Public Works Business Manager, duties include maintenance of the customer information systems (billing, automated meter readers, etc), in addition to assisting customers with questions and/or complaints.  Ability to handle multiple tasks in a timely and accurate manner.
ILLUSTRATIVE TASKS:

Prepares and processes meter reads, meter installations, disconnections and reconnections, new utility billing accounts and termination of accounts.
Requests verification of meter reads, processes paperwork for changes to incorrect bills, enters corrections/adjustments into automated billing system.

Edits bill batches for exceptions, compares accounts to rate schedule standards, researches historical data to determine correctness and approves bill batches for billing according to assigned rate schedules.
Provides assistance to customers with inquiries and complaints, answers customer complaints regarding charges, delinquencies and refunds; identifies and attempts to resolve customer service problems and conducts research.  Prepares meter read work orders for meter technicians; communicates results to customers.

Resolves the most complex issues involving customers’ statements, fees, payments and other service-related problems.

Handles and processes the cash/check/credit card payments on a daily basis.  Processes all late fees.  Performs all banking transactions, including taking deposits to the bank.

Operates a personal computer to access customer account data from multiple computer systems; interprets and explains charges, policies, procedures, special programs and rates; initiates appropriate transactions to satisfy customer requests.

Participates in the development and implementation of division programs, systems, procedures and methods of operations, including computer-based systems.

Provides coverage at collections windows as necessary.

Other duties as required.

BASIC KNOWLEDGE:

Knowledge of computers and PC’s.  Ability to perform procedures in an organized and accurate manner.  Able to communicate routine information and interact with the public.  Minimum of an Associates Degree preferred.
EXPERIENCE:
Three to five years experience in a position that includes majority of time working with customers and computer-based systems.

INDEPENDENT ACTION:

Functions independently within broad scope of established departmental policies and goals, referring specific problems to supervisor for clarification.  Expected to take the lead in problem or issue resolution efforts.
SUPERVISORY RESPONSIBILITY:

None.
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