Customer Service Representative II

                                                        Job Code ACV38811

CLASSIFICATION SPECIFICATION
	FLSA:
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	12/31/98
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	Job Code Revised:
	09/10/01
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JOB CODE SERIES: Customer Service Representative 

JOB CODE TITLE:
CUSTOMER SERVICE REPRESENTATIVE II
HRIS TITLE:

CUST SVC REP II

CHARACTERISTICS OF THE CLASS: Under general supervision, exercises judgment within established guidelines, and performs journey level customer service activities by performing tasks related to answering customer inquiries received via telephone, in person, or through applications and correspondence.  Customers are predominantly external, from the general public, and work is initiated by the public to service their needs.  Primary duties include interaction with customers; interpreting program information, rules, regulations, laws and policy and procedures; providing a good or service such as a license, registration, title, permit, or program eligibility.  Secondary duties may include data entry, collection of fees, making deposits, balancing cash register receipts, or resolving complaints.  This is a journey level job class, and is distinguished from the Customer Service Representative III in level of responsibility and authority.  This classification is responsible for providing excellent customer service; for accuracy and timeliness of work products; for correctly interpreting rules and regulations; for the security of member information, cash receipts, accountable forms, applications and licenses; and for applying adequate problem solving techniques and methods; and has authority to supply a good or service to the public within guidelines that may fall outside of normal program parameters; to release pertinent information; to solve customer service problems; to determine sequence of assigned tasks; to advise investigators regarding questionable documents; and to determine ownership documents.

EXAMPLES OF DUTIES: Performs the agency customer service functions within the work section, by performing journey level customer service functions such as supplying a good or service to the public within guidelines that may fall outside of normal program parameters; releasing pertinent information; solving difficult customer service complaints/problems; determining sequence of assigned tasks; rejecting as incomplete and inaccurate/invalid documents or information from the public; advising investigators regarding questionable documents; determining ownership documents; and determining, adjusting and collecting fees.  This classification is mostly production-oriented with specific measurements and results, with some project work that is not production-oriented; performs duties which involve continuous public contact, extended periods of entering data via computer terminal, handling cash transactions, or talking on the telephone; and performs duties which may involve face to face contact with irate or hostile customers. Additional duties include performing activities related to the agency’s customer service functions such as:  performing research and resolving customer inquiries and problems; responding to difficult inquiries from the general public by conducting research, compiling information, and analyzing policies and procedures to resolve problems; maintaining records and preparing reports from available data; issuing appropriate documents such as licenses, tags, permits, stamps and registrations; providing detailed information to the public in response to their needs; operating computer equipment in routine applications; accepting applications for services and fiscal-related source documents, noting essential information and ensuring that all information is complete and accurate; explaining application forms and procedures to applicants via telephone, in person, or by correspondence; maintains 
customer accounts via computer system; receiving and accounting for monies, comparing monies tendered with amount due as shown on various documents and fee schedules; issuing handwritten or mechanically produced receipts; operating an electronic cash register to record revenue receipts and encoding documents and endorsing checks; periodically adding money receipts reconciling cash against known figures for verification; preparing and transmitting deposits of monies to the bank or to the state treasurer’s office on a daily basis; recording payments in journal on an ongoing basis; and preparing correspondence and mailings of information to be sent to customers.

KNOWLEDGE, SKILLS AND ABILITIES:

Knowledge of:  customer service techniques; program rules, regulations, policies and procedures; general rules, regulations, policies, procedures, systems, and all applicable Arizona Revised Statutes; problem resolution techniques; office procedures and practices; office procedures and practices; a variety of office machines and equipment; and basic bookkeeping.

Skill/Ability to:  Operating information-processing equipment; operating electronic cash register and in handling cash receipts; applying basic arithmetic computation methods; providing program information, rules, regulations, laws and policy and procedures; explaining general laws rules, regulations, policies and procedures to the work unit; solving complex problems; and good listening, oral and written communication skills;  issue licenses, registrations, titles, permits and program information; communicate accurately both orally, and in writing; balance, record and deposit revenue; complete inquiries; correctly inform public; provide resolution of difficult customer service complaints/problems; interpret program information, rules, regulations, laws and policy and procedures; accurately apply customer service techniques, program rules, regulations, policies, procedures, systems and all applicable Arizona Revised Statutes; supply a good or service to the public within guidelines that may fall outside of normal program parameters; solve customer service problems; determine sequence of assigned tasks; to release pertinent information, to advise investigators regarding questionable documents, and to determine ownership documents; accurately utilize office procedures and practices, a variety of office machines and equipment, and problem resolution techniques; and establish and maintain effective working relationships.

SPECIAL SELECTION FACTORS: Special Selection Factors may be used based on appropriateness to the assignment.
