Customer Service Unit Supervisor
    
                                                        Job Code ACV38812

CLASSIFICATION SPECIFICATION

	FLSA:
	Variable
	Job Code:
	ACV38812

	Job Class Code:
	190
	Salary Schedule:
	AREG            

	EEO Category:
	05
	Grade:
	17

	Workers Comp Code:
	9410
	
	

	
	
	
	

	Job Code Established:
	12/31/98
	Effective Date:
	

	Job Code Revised:
	03/14/02    
	Effective Date:
	


JOB CODE SERIES: Customer Service Series 

JOB CODE TITLE:    CUSTOMER SERVICE UNIT SUPERVISOR
HRIS TITLE:

CUST SVC UNIT SPV
CHARACTERISTICS OF THE CLASS: Under general supervision, supervises and coordinates a defined unit and/or a small office of customer service representatives engaged in providing information and services to the public.  Primary duties include coordinating work flow activities; performing supervisory activities, including training; following customer service operations policies, procedures, and performance standards; approving the resolution of the most unusual or complex customer inquiries requiring the interpretation of law, rules, policies and procedures within established guidelines, procedures, and protocols.  This is the working or unit supervisor classification for a defined unit and/or small office, and is distinguished from the Customer Service Section Supervisor in leadership and authority.  This classification is responsible for the efficient operation of unit activities; supervision of staff; for unit performance and productivity; for adherence of law, rules, policies and procedures; for personnel management; for excellent customer service; and has authority to approve actions to resolve customer complaints and administrative problems; to interpret and apply laws, rules and procedures; and to determine needs of staff.

EXAMPLES OF DUTIES: Performs supervision and coordination of a defined unit and/or a small office of customer service representatives, by performing working or unit supervisory functions such as:  ongoing supervision of customer service staff; timely and effective resolution of complex technical problems referred by customer service staff; appropriate management of unit personnel needs, including hiring/firing, training etc; administrative and statute interpretations disseminated; activity/progress reports submitted; coordination of work flow within assigned unit; approving actions to resolve customer complaints and administrative problems; interpreting and applying laws, rules and procedures; and determining training needs of staff.  This classification resolves unusual and complex customer complaints or problems under adverse conditions in a production environment; 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:  supervising customer service activities for a customer service unit and/or small office; planning, assigning and coordinating the flow of the work within the unit; recommending and implementing goals, objectives, schedules, methods, policies and procedures for the work unit; interpreting, developing and implementing relevant program or operational rules and regulations to work activities; coordinating the collection, summarization, analysis and review of data necessary for the preparation of management reports; reviewing work products of customer service staff for accuracy; providing input to management regarding work evaluations of staff; may perform accounting functions such as reconciliation of accounts receivable, and budget projections; resolving the unusual or complex complaints as a technical resource for the staff; composing correspondence dealing with subject matter that calls for considerable discretion, negotiation, and tact; and requisitioning for materials, supplies and equipment for the work unit.

KNOWLEDGE, SKILLS AND ABILITIES:

Knowledge of: problem resolution techniques; customer service techniques; supervisory principles and techniques; personnel functions such as hiring/firing, promoting, training, and disciplining staff; methods of developing performance and productivity standards; principles and practices of effective public administration; program rules, regulations, policies and procedures; customer service operations, policies, procedures and protocols; all other applicable Arizona Revised Statutes; principles and practices of effective leadership; office procedures and practices; and basic bookkeeping.

Skill/Ability to:  supervising unit operations and customer service staff; coordinating work flow within the unit; oral, written and interpersonal communications; determining personnel needs of the unit, and responding with appropriate administrative action; applying problem solving techniques and methods to resolve the most unusual or complex technical problems and customer service issues referred by subordinates requiring the interpretation of law, rules, policies and procedures within established guidelines, procedures and protocols; providing technical guidance to subordinates on evaluating documentation for accuracy and completeness to accept, reject and/or review rejection by other customer service representatives; maintaining security of confidential program information; bookkeeping/recordkeeping; and maintaining effective customer service supervision; interpret and apply program rules, regulations, policies and procedures, and customer service operations, policies and procedures, and protocols; provide effective guidance to other customer service representatives which will achieve effective resolution of customer service issues; effectively supervise subordinate customer service representatives; and establish and maintain effective working relationships.

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