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1024 – LEAD  SEQ CHAPTER \h \r 1CUSTOMER SERVICE SPECIALIST - CoMPAS
Primary Reason Classification Exists

To provide, office management, sales management, and marketing assistance to the CoMPAS / IRMS Director and CoMPAS function while providing enhanced customer relations, and customer service/support to CoMPAS clients. 
Distinguishing Features of the Class

An employee in this class is responsible for providing reception and customer services during business hours for subscribers and users of the City’s cable television system.  Employee also serves as the front business office/point of sale for current and potential subscribers.  Work includes maintaining records related to sales, requests for service, subscriber statistics and trends. Significant tact and diplomacy in working with customers are required in the work. Work includes performing various routine administrative support tasks in person, by phone, computer, typing, copying and filing. Work is performed under general supervision and is evaluated through observation, conferences, and the quality and effectiveness of work completed. 

Illustrative Examples of Work
· Recruit, build relationships and sell products to customers by meeting with customer to understand their business processes and offer products to meet their needs and/or goals
· Maintain a deep understanding of customer needs and provide appropriate services including cable system advertising.
· Prepare letters, contracts, presentations and reports. 
· Support management staff with clerical, technical, and administrative office functions within the assigned departments including research payments, contracts, agreements, etc.  Provide product information to customers and run reports of operational results in relation to goals. Codes and keeps records of all billing and invoicing for CoMPAS and IRMS department and submits payables to the AP department; compiles information and quotes for purchase requisitions submitted to Purchasing Agent; communicates with vendors regarding invoice issues; maintains an overview of subscriber statistics and trends; creates and maintains customer records including processing and verifying subscriber refunds and adjustments.

· Purchase general office supplies, compare prices, track inventory.
· Maintain website and print material with current information.
· Perform all duties of a CoMPAS Customer Service Specialist (Job # 1025) , such as :

· Greeting and assisting subscribers with requests, sales, new orders, service, trouble-shooting, customer education, scheduling upgrades/downgrades, disconnects, conflict resolution and routine technical support to subscribers.

· Assigns, routes and dispatches all daily work for technicians; schedules appointments and maintains calendar for new orders, new installs, service upgrades, commercial installation, change of service, disconnects, line maintenance, locates, underground work, equipment delivery, etc.

· Closes and classifies all daily work completed by technical staff; analyzes completed work orders for billing changes; service or equipment changes.

· Monitors system and notifies technicians of troubles, outages, etc.
· Performs related duties as required.

Knowledges, Skills, and Abilities

·  Operational knowledge of the policies, procedures, and processes of the City cable television operations, including handling customer services issues and concerns.
·  Operational knowledge of the current technology related to computers, internet, television and telephone communications.
· Ability to communicate effectively in written and oral forms; in person, via internet, and by telephone. 
· Strong customer service skills, including customer needs analysis, ability to effectively ask questions regarding customer’s needs and expectations, and communicate that information to technical staff.

· Ability to provide polite, courteous, and helpful customer service.

· Working knowledge of standard operating practices involved in modern office operation and serving the public.
· Organizational and time management skills necessary to ensure tasks are accomplished on a timely basis
· Working knowledge of computer, calculator, fax, copier and other equipment. 


· Ability to process and complete necessary records, reports, and other paper work to provide quick and efficient customer service.

Education

Graduation from high school, or a GED
Experience

One (1) to four (4) years’ experience in customer services work and work using a computer, or an equivalent combination of education and experience.   
Physical Requirements
Must be able to physically perform the basic life operational functions of stooping, kneeling, crouching, reaching, standing, lifting, walking, fingering, grasping, feeling, talking, hearing and repetitive motions.  Must be able to perform light work exerting up to 20 pounds of force occasionally and/or negligible amount of force frequently or constantly to lift, carry, push, pull, or otherwise move objects.  Must possess the visual acuity to prepare data and statistics, work with accounting processes, operate a computer terminal, and make visual inspections.

Working Conditions

Work is primarily performed in an office with a controlled environment without exposure to harmful conditions.  Ten to twenty percent of time may be spent out of office visiting or soliciting customers at their locations. 

Special Requirements
Valid North Carolina driver’s license

FLSA Status: Non-Exempt
Disclaimer

This classification specification 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, responsibilities, and qualifications required of employees to perform the job.  The City of Morganton reserves the right to assign or otherwise modify the duties assigned to this classification.’
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