City of Chattanooga, TN

Classification Title:  Customer Service Representative 1

	Department: 
	Information Services
	Pay Grade:
	TBD

	Supervision Received From:
	
Customer Service Supervisor
	FLSA Status:
	Non-Exempt

	Supervisory Responsibility For:
	
None
	Established:

Revised:
	06/29/07

10/29/07


CLASSIFICATION SUMMARY:

Incumbents in this classification are responsible for serving as the first point of contact for all calls to the City. Duties include:  answering inbound phone calls, radio calls, walk-in questions, and internal emails; researching, responding to, and logging inquiries, complaints, and concerns; initiating service requests for City services; and, reserving sway cars. Work requires close supervision (although most tasks are so routine that little supervision is required).
SERIES LEVEL:

The Customer Service Representative 1 is the first level of a three level customer service series.  The Customer Service Representative is distinguished from the Customer Service Representative 2, which is responsible for responding to escalated calls or calls from other department supervisors and for serving as a lead to Customer Service Representatives.
ESSENTIAL FUNCTIONS:

(The following duties ARE NOT intended to serve as a comprehensive list of all duties performed by all employees in this classification, only a representative summary of the primary duties and responsibilities. Incumbent(s) may not be required to perform all duties listed and may be required to perform additional, position-specific duties.)

· Receives and documents a variety of incoming calls for service, information, and/or other related issues related to Citywide and/or non-City provided services.

· Forwards requests for service on to appropriate internal department(s) by initiating service request forms.

· Schedules reservations for the use of the City’s sway cars, park facilities, and/or other applicable items.

· Conducts research utilizing a variety of internal sources in order to provide accurate and timely information in response to requests for information from callers.

· Performs other duties as assigned.

MINIMUM QUALIFICATIONS:

High School Diploma, or G.E.D., and one year related customer service experience.

LICENSING AND CERTIFICATIONS:

None.
KNOWLEDGE AND SKILLS:

Knowledge of customer service principles and basic office procedures.

Skill in providing customer service; keyboarding; using a computer and related software applications; and, communication and interpersonal skills as applied to interaction with coworkers, supervisor, the general public, etc. sufficient to exchange or convey information and to receive work direction.

PHYSICAL DEMANDS

Positions in this class typically require:  reaching, fingering, grasping, talking, hearing, seeing and repetitive motions.

WORK ENVIRONMENT:

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, including the human body.  Sedentary work involves sitting most of the time.  Jobs are sedentary if walking and standing are required only occasionally and all other sedentary criteria are met.

SPECIAL REQUIREMENTS:

Safety Sensitive:  N  

Department of Transportation - CDL: N

Child Sensitive: N

The City of Chattanooga, Tennessee is an Equal Opportunity Employer. In compliance with the Americans with Disabilities Act, the City will provide reasonable accommodations to qualified individuals with disabilities and encourages both prospective and current employees to discuss potential accommodations with the employer.
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