SAN ANTONIO WATER SYSTEM sa San
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POSITION DESCRIPTION

Job Title: Senior Customer Service Associate Job Code: 2133
Salary Grade: 15 FLSA Status: Non-Exempt
Date: September 26, 2008

JOB SUMMARY

The Senior Customer Service Associate maintains and fulfills all the responsibilities of the Customer
Service Associate position. Additionally, the Senior Customer Service Associate may function as a
resource person and respond to and resolve internal and external customer conflicts.

ESSENTIAL FUNCTIONS

1. Responds to customer interactions via the telephone, email, internet, or in person in a
professional, courteous, accurate manner while recording a brief overview of communication.

2. Provides functional guidance by assigning and reviewing the work of others as assigned.

3. Partners with management to communicate awareness of Key Performance Indicators.

4. May coordinate the day-to-day operation of the service center to include opening, closing, security
and multiple monetary transaction processes for various locations.

5. Assists in maintaining proper staffing levels; provides supports to payroll by documenting and
auditing employee time and attendance data in the absence of the supervisor.

6. Provides coaching, training, and monitoring to staff members, as appropriate; providing input to

the management team for written performance process.

Establishes and maintains effective working relationships and public relations.

Facilitates interdepartmental teamwork.

9. Compiles monthly analyses, administrative, and other financial reports.

10. May analyze and maintain collection, charge-off bad debt, bankruptcy files.

11. Audits meter reading, online payment, adjustment, and all other transaction reports.

12. May verify proper billing for industrial waste surcharge, irrigation percentage billing, and water
reuse, flat rate, storm water, and all other accounts.

13. Assists with correspondence via email, web, and letters of acknowledgement and follow-up.

14. Handles calls that are sensitive and urgent in nature.

15. Creates and dispatches service requests/work orders to field personnel.

16. Performs all other duties as assigned.

DECISION MAKING
e Ability to work under limited supervision.

MINIMUM REQUIREMENTS

e High School Diploma or GED.

e Four years’ experience in a customer service environment.

Ability to communicate effectively verbally and in writing.

Ability to multi-task while maintaining extreme attention to detail.

Proficient in the use of Microsoft Office environment.

Valid Class “C” Texas Drivers License consistent with SAWS driving policies.

May be required to work hours other than regular schedule including shift work, weekends and
holidays.

PREFERRED QUALIFICATIONS

e Two years of college courses in business administration or related field from an institution
accredited by a nationally recognized accrediting agency.

e Bilingual in English/Spanish.

JOB DIMENSIONS

¢ Displays an understanding of safety guidelines and procedures.

e Demonstrates analytical, organizational, and communication skills.

e Must meet the required performance standards within the area of assignment.
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PHYSICAL DEMANDS AND WORKING CONDITIONS
Physical requirements include lifting up to 25 pounds occasionally. Subject to sitting or standing for

extending periods of time at various workstations to perform job scope. Requires visual acuity,
speech, and hearing.

This position description is not an employment agreement or contract. Management has the exclusive right to alter
this position description at any time without notice.
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