Customer Service Representative III                          
                                                 Job Code ACV38814

CLASSIFICATION SPECIFICATION

	FLSA:
	NEXP    
	Job Code:
	ACV38814

	Job Class Code:
	190
	Salary Schedule:
	AREG             

	EEO Category:
	05
	Grade:
	16

	Workers Comp Code:
	9410
	
	

	
	
	
	

	Job Code Established:
	09/10/01
	Effective Date:
	

	Job Code Revised:
	
	Effective Date:
	


JOB CODE SERIES:  Customer Service Representative Series

JOB CODE TITLE:     CUSTOMER SERVICE REPRESENTATIVE III
HRIS TITLE:

 CUST SVC REP III

CHARACTERISTICS OF THE CLASS: Under general supervision, performs senior level or lead customer service activities by providing assistance, guidance, and instruction to less experienced Customer Service Personnel.  This is a senior level/lead job class, and is distinguished from the Customer Service Representative II in leadership and authority.  This classification provides assistance, guidance, and instruction to the I and II levels regarding the more complex customer service complaints, inquiries, and issues such as:  interpretation and application of program rules, regulations, policies and procedures, and customer service operations, policies and procedures, and protocols.

EXAMPLES OF DUTIES: Performs the complete range of agency customer service functions within the work section, by performing as senior level technical expert and/or lead over other customer service representatives for complex customer service issues.  As a senior level technical expert, performs the complete range of agency customer service functions; provides technical assistance by exercising discretion, to interpret and apply customer service operations, program rules, regulations, policies and procedures; serves as a resource to other Customer Service Representatives for the most difficult customer inquiries and customer service issues; and researches and interprets customer records and documentation in order to resolve the more complex customer complaints, inquiries and issues.  As a lead, provides technical assistance by exercising discretion, to interpret and apply customer service operations, program rules, regulations, policies and procedures; provides assistance, instruction and guidance on handling the complex customer inquiries; reviews work products based on experience, judgment, and application of program rules, regulations, policies and procedures; and assists staff in processing workload, advising staff as to the sequence of tasks, training staff, and monitoring and managing workflow within the unit.  This classification performs duties which may involve face to face contact with irate or hostile customers; evaluates and effectively recommends changes to work processes and procedures; and may serve as back up for supervisor. Additional duties include performing activities related to the agency’s customer service functions such as:  issuing appropriate documents such as licenses, tags, permits, stamps and registrations; determining, collecting and recording fees; providing detailed information to the public in response to their needs; accepting applications for services and fiscal-related source documents, noting essential information and ensuring that all information is accurate and complete; explaining application forms and procedures to applicants via telephone, in person, or by correspondence; and maintaining customer records and accounts via computer system.

KNOWLEDGE, SKILLS AND ABILITIES:

Knowledge of:  program rules, regulations, policies and procedures; customer service operations, policies, procedures and protocols; all other applicable Arizona Revised Statutes; 
problem resolution techniques; principles and practices of effective leadership; office procedures and practices; and basic bookkeeping.
Skill/Ability to:  oral, written and interpersonal communications; applying adequate problem solving techniques and methods for the more complex customer service issues; explaining procedures to the public to resolve the more complex customer service issues referred by other customer service representatives; maintaining security of confidential program information; evaluating documentation for accuracy and completeness to accept, reject and/or review rejection by other customer service representatives; responding to government jurisdictions and public inquiries, and resolving problems; reading records and printouts and searching databases for accuracy and completeness checks, and issues resolution; maintaining effective customer service leadership; 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 lead other 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.
