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Detailed Job Description





PT CUSTOMER SERVICE REPRESENTATIVE


	JOB TITLE
CUSTOMER SERVICE REPRESENTATIVE
	SUPERVISOR RESPONSIBILITY
NONE
	DIVISION/DEPARTMENT
HOUSING & COMMUNITY DEVELOPMENT

	LOCATION
Pittsburg, KS   66762
	X Part -time: 20 Hours
	DATE WRITTEN
4/6/2018

	REPORTS TO
Housing Specialist 2
	SALARY
PG 4 $9.97 - $15.42
	EXPERIENCE
High school diploma or GED equivalency. Three (3) to five (5) years general clerical experience and/or customer service duties and responsibilities. 

 Any equivalent combination of experience and training which provides the knowledge and abilities necessary to perform the work.

	OVERTIME EXPECTATIONS
As required
	OVERTIME PAY/TRAVEL REQUIREMENTS

	BENEFITS
Per Employee Manual

	JOB OBJECTIVE 
Performs a variety of office activities to assist client’s questions, needs, or concerns within the supportive housing programs, including HUD’s Section 8 Housing Choice Voucher, Tenant Based Rental Assistance, and the Emergency Solutions Grant.

	ESSENTIAL FUNCTIONS 

· Respond appropriately to customer’s questions, needs, concerns, etc. 
· Direct phone calls or escort customers to appropriate staff that can assist

· Inputs, retrieves and updates customer data and account status into electronic software database. 
· Answers multi-line phone system
· Relay messages to appropriate staff members 
· Assists customers with requests for program eligibility and status 
· Assists customers with explaining, interpreting, and applying program policies, procedures, and regulations 

· Other job duties as assigned 



	KNOWLEDGE, SKILLS AND ABILITIES REQUIRED
Knowledge of: 
· Customer service procedures and techniques, including, but not limited to effective listening, problem solving, and conflict resolution
· City Policies & Procedures
· Must be proficient with Microsoft Office Suite applications and related/applicable hardware

· Must possess professional communication skills, both verbal and written
· Must possess excellent people skills including, but not limited to how to build positive relationships, work as a part of a team and understanding non-verbal communication.
· Recognize and maintain a level of confidentiality regarding City business.


Ability to:
· Evaluate and analyze customer needs to provide exceptional customer service
· Learn department functions thoroughly in order to provide general information and explain detailed department processes and procedures
· Learn and explain regulatory compliance issues related to the assigned department’s function
· Maintain important records efficiently and accurately and to prepare clear and concise reports
· Multitask, while maintaining a high level of attention to detail
· Perform duties accurately and efficiently under time sensitive deadlines
· Maintain effective working relationships with other City employees, supervisory personnel, state and local elected officials and the public


	WORK REQUIREMENTS: The environment characteristics described here are representative of those an employee encounters while performing essential functions.

The primary duties of this class are performed in a general office environment. Works in a well-lighted and well-ventilated area.  

	PHYSICAL DEMANDS:  The physical demands described here are representative of those that must be met by an employee to successfully perform the essential functions of this job.  Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

The physical demands described here are representative of those that must be met by an employee to successfully perform the essential functions of this job. While performing the duties of this job, the employee is frequently required to sit; use hands to finger, handle, or feel; and talk; or hear. The employee is occasionally required to stand and walk. The employee must occasionally lift and/or move up to 25 pounds. Specific vision abilities required by this job include close vision, distance vision, and color vision.


The above statements are intended to describe the general nature and level of work being performed by individuals assigned to this job. They are not intended to be an exhaustive list of all responsibilities, duties, and skills required of personnel so classified in this position. This job description is subject to change as the needs and requirements of the job change.
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