C ass Code: H62 + 079 Cl assification:
City of Anaheim UTI LI TI ES CUSTOVER
Cl ass Specification SERVI CE REPRESENTATI VE | /11

DEFINITION.  To perform public contact and recordkeeping work related to the
operational, financial and comrercial records of water and electric utilities and to
provide a wi de range of information and service to utility customners.

Uilities Customer Service Representative | - This is the trainee level class in the
custoner service series. Wrking under close supervision, this class perforns the nore
routi ne tasks and duties and i ncunbents may have only limted rel ated work experience.
Under this training concept, incunbents in this class, as breadth of know edge and skill
| evel increases, may reasonably expect their positions to be reassigned to the next

hi gher class of CSR II.

Uilities Custonmer Service Representative Il - This is the entry level class in the
custoner service series. This class perforns the nore routine tasks and duties, with
maj or public contact over the phone. |ncunbents have sone previous custoner service and
public contact experience and work under noderate supervision which requires the
application of defined methods and procedures.

EXAMPLES OF ESSENTI AL JOB FUNCTI ONS:  Dependi ng upon area of assignment,
responsibilities and duties may include, but are not linmited to the foll owi ng:

Takes on-and-off orders for utility service by tel ephone, correspondence or in person.
Est abl i shes deposit anmounts fromwitten guidelines for new utility users.

Answers custoner questions and resol ves conplaints pertaining to utility billing
procedur es.

Conmput es water and electric bills.

Uses a conputer extensively, entering data of utility customers, naking data changes,
creating work orders, establishing payment plans, extending bill due dates, etc.

Interacts with customers, coordinates with utility field, credit and billing units,
reports unauthorized utility usage and uses discretion to determ ne deposit and

restoration of service requirenents.

Assists in the deternmination and resolution of utility paynent problenms and m sreadi ngs;
assists in the research, recal cul ati on and adj ustment of incorrect bills.

Assists in the transnmittal of orders to install, renove and repair meters, prepares
orders to disconnect or restore services and to performother service related changes.

Assi sts custoners who have had their service di sconnected or who have received notice to
interrupt service, including granting extensions of service.

Makes billing adjustnents within established guidelines.

Perforns financial transactions including adjusting charges, deposits and service fees.
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Prepares paperwork for billing investigations or customer conplaints that cannot be
i mredi ately resol ved

Provi des assi stance to other positions or work units with various support assignments or
speci al projects on an as needed basis.

Uses conputer to custom ze formletters to custoners.

Assi sts CSR trainees by observing and coachi ng

Perforns other job-related duties as required

M N MUM JOB REQUI REMENTS

Uilities Customer Service Representative |

Experience: Sonme public contact experience in the sales or service field; phone center
experience is preferred

Know edge of: Personal conputer operation in office applications; office procedures and
equi pnent; English usage; basic nmath; record keeping and reporting; and fundamenta
princi ples of human rel ations.

Ability to: Read and conmprehend witten training material in order to learn the
functions required of the position; follow verbal and witten instructions; establish
and maintain effective working relationships with the public and staff; make basic
arithnetical calcul ations; analyze data and draw | ogi cal concl usions; maintain accurate
records; speak clearly and concisely; comunicate effectively; establish and naintain
effective working rel ati onships with those contacted in the course of work

Skill in: Using a computer keyboard and typing accurately at 35 words per ninute

Supervi si on Received: Wrks under close technical supervision. Wrk in progress and
conpl eted work is reviewed conti nuously.

Career Ladder Information: Experience gained in this class nay serve to meet m ni hum
requirenents for pronotion to the Public Wilities Custoner Service Representative Il or
a related class.

Uilities Customer Service Representative Il
In addition to the qualifications for UCSR I

Experience: Customer service public contact experience involving the use of persona
conmputers in a utility phone center

Know edge of: Fundamental principles of human relations; personal computer operation in
office applications; office procedures and equi pnent; English usage; business math

Ability to: Communicate effectively with utility customers both in person and over the
t el ephone; understand pertinent procedures and functions quickly and use good judgnent

ininterpreting and applying themto a variety of circunstances under noderate

supervi sion; operate a personal conputer; analyze and eval uate data; make accurate and
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| ogi cal deterninations based upon data and interpretive guidelines; maintain accurate
records; speak clearly and concisely; simltaneously converse with custoners and
accurately enter data into a conputer

Physi cal Requirenments: Wrk in a fast paced, high activity environment; continuously
use a personal conputer to enter data

Li cense and/or Certification Required: None

Supervi si on Received: Wrks under close technical supervision. Wrk in progress and
conpl eted work is reviewed conti nuously.

Career Ladder Information: Experience gained in this class nay serve to meet m ni num
requirenents for pronotion to the Public Wilities Custoner Service Representative Il
or a related class.

NOTE: The above statenents are intended to describe the general nature and |l evel of work
bei ng perforned by persons assigned to this job. They are not intended to be an
exhaustive list of all duties, responsibilities and skills required of personnel so
classified. Al requirements are subject to possible nodification to reasonably
accommodate individuals with disabilities.
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