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CUSTOMER SERVICE SUPERVISOR JOB DESCRIPTION

General Statement of Duties

Performs administrative, fiscal and supervisory work in support of the town’s utility billing and revenue collection functions. 


Distinguishing Features of the Class

An employee in this class is responsible for the activities which assure timely and accurate utilities billing and collection.  Work involves setting up new accounts in computer system generating work orders to accomplish re-reads; reviewing readings frequently throughout the billing cycle to detect problems in readings or bills; generating final register and checking and double-checking information for billing prior to transmittal to billing vendor; generating a variety of reports about the billing; and billing and collecting for boat slip rental and commercial boat licenses and permits. Work also includes filling in at customer service desks and accepting payments, writing adjustments and answering customer questions. Work is characterized by the multiple detailed procedural steps involved in the work, and the required independent knowledge of the utility billing process and computer application.  Work involves public contact functions.  Considerable tact and courtesy are required in the public contact functions.  Work is performed under the general supervision of the Town Manager, with financial oversight from the Finance Officer and is evaluated through conferences, by accuracy and timeliness of customer service records and bills, and thoroughness of assigned responsibilities.


Duties and Responsibilities
Essential Duties and Tasks

Oversees activities associated with bi-monthly utility billing program including preparing for the billing and assuring quality control of billing.

Generates a variety of reports, both tentative and final, throughout the billing cycle, to check billing information for accuracy; generates final register.

Establishes new customer accounts; insures proper initial readings are entered; closes out accounts when customers move; prorates bills. 


Processes cut-off, late payment and final notices lists.

Answers complaints from citizens, researches problems, and answers questions; adjusts bills for leaks, incorrect meter readings, etc.; enters changes for upward or downward adjustments on bills, such as for leaks.


Works with meter readers and monitors the billing cycle and assures that all records are submitted within established deadlines; writes work orders for meter readers for re-reads and field work for reasons such as high usage, unusual numbers, and customer complaints.
Reviews sample bills for accuracy, then transmits file for billing company and transmits for billing.

Supervises customer service staff in the collection of utility bills and other revenues; assures correct accounting for funds collected.

Searches for unauthorized sewer users; determines connection fees and penalties and water and sewer adjustments in accord with town policy.
Manages town’s program for boat slip rental and renewal and for commercial boat licenses and permits; works with citizens and vendors on the application of town regulations; collects fees.
Additional Job Duties

Fills in at customer service desk and accepts and posts payments.

Performs related duties as required.

Recruitment and Selection Guidelines
Knowledge, Skills, and Abilities
Considerable knowledge of standard operating practices involved in modern office operation and serving the public

Considerable knowledge of the policies, procedures, and processes of the town in handling customer services issues and concerns.

Considerable knowledge and understanding of the various utility rates and schedules. 

Working knowledge of paraprofessional accounting principles, practices, and procedures.

Ability to create and maintain accurate records, reports, and files in support of a cash receipt and customer oriented operation.

Ability to explain rules and regulations concerning applications and charges for utilities services.

Attention to detail and accuracy.

Ability to supervise the work of other employees, including assigning and evaluating work.


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


Ability to deal with customers with tact and courtesy and maintain control in sensitive and difficult situations.


Ability to develop and maintain effective working relationships with customers, employees, and the general public.


Ability to operate office machines required in the job, especially computer and calculator.  


Ability to communicate effectively in oral and written forms

Physical Requirements
Must be able to physically perform the basic life operational functions of fingering, reaching, lifting, grasping, talking, hearing, and repetitive motions.

Must be able to perform sedentary work exerting up to 10 pounds of force occasionally and/or a negligible amount of force frequently or constantly to lift, carry, push, pull or otherwise move objects.

Must possess the visual acuity to prepare and use figures and statistics, operate a computer terminal, and read bills and other written materials.

Desirable Education and Experience
Graduation from high school, supplemented by courses in business or accounting, and considerable experience in a billing operation involving multiple step tasks and use of billing software, and experience in customer service; or an equivalent combination of education and experience.
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