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CONTRA COSTA WATER DISTRICT

SENIOR CUSTOMER SERVICES REPRESENTATIVE

DEFINITION 

Under general supervision, acts as a liaison between the Customer Relations Supervisor and Servicepersons and Meter Readers; communicates with customers concerning the functions and services of the District; performs related work as required. 

DISTINGUISHING FEATURES 

The primary duties of this class involve handling complex customer problems and directing their resolution. This position acts as a liaison between the Customer Relations Supervisor and the Meter Readers and Servicepersons in the scheduling of meter readings, service order processing and customer complaints. The major portion of the work is performed on the customers' premises and involves extensive contact with the public. A considerable amount of initiative, tact, and good judgment are necessary in carrying out these duties. 

TYPICAL EXAMPLES OF WORK PERFORMED 

1. Review complex customer problems and direct their resolution.

2. Assist the Customer Relations Supervisor in the scheduling of meter readings and service order processing.

3. Act as lead person for all Customer Relations - Field Services personnel.

4. Make calls at customers' premises to:

a. Investigate and handle routine complaints, most of which involve unsatisfactory service or determining the cause of unusually high billing for water consumption.

b. Advise consumers about District service policies.

c. Make special readings of meters.

d. Resolve problems considered complex in nature; review customer accounts for proper service procedures/requests.

5. Prepare reports of work performed.

6. Maintain a variety of logs and work records; prepare periodic and special reports as required.

7. May perform the duties of Serviceperson as part of normal relief responsibilities.

8. Perform related work as required. 

QUALIFICATIONS FOR EMPLOYMENT 

Education and Experience: 

Completion of twelfth grade or its equivalent, and two years employment with applicable experience in a water utility, or two years in field or office work involving customer contact. 

Knowledge, Skills and Abilities:

Knowledge of the District, its policies and service area. Ability to perform arithmetic computations, to deal courteously and effectively with the public, to communicate effectively, both orally and in writing. 

Other Requirements:

Must possess a valid California driver's license and have a satisfactory driving record. Work outside of normal working hours may be required. Must successfully pass a physical examination before employment with the District.
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