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Classification Specification
	

	
	2230500

	
	CUSTOMER SERVICES ADMINISTRATOR



Class Summary

The responsibilities of this classification include supervising and managing multiple units responsible for the delivery of services and information to customers, the receipt of revenues from customers, and the management of money and fare media. Incumbents working in this classification direct or provide managerial and/or technical guidance to the work of others, are responsible for multiple projects or programs, determine project schedules and scopes, and may have political accountability for work performance in the program, project or section. Incumbents in this classification participate in program development, planning, analysis, policy development or system or program development and implementation.

Distinguishing Characteristics

This classification is the fifth level of a five-level Customer Services classification series involving a combination of managerial, professional and/or technical responsibilities. This classification is distinguished by its accountability (including political) and responsibility for the conduct and management of multiple programs and/or sections distinguished by the scope of business operations.

Examples of Duties (May vary by position)

1. Manage written and oral communications with internal/external customers regarding policies, services and program-related matters, including, but not limited to, public-outreach programs, presentations, orientations and reports. “Customers” may be defined at varying levels from members of the general public to elected officials and representatives from other jurisdictions.

2. Manage, supervise and/or participate in the investigation of, response to, and resolution of internal and/or external customer conflicts, complaints and inquiries, the scope of which may include services, policy issues, revenue reporting and auditing.

3. Manage, supervise and/or conduct the preparation of written responses for signature of superiors and elected officials.

4. Represent and/or advocate or advise others representing and/or advocating on behalf of the agency at various internal and/or external levels, including interactions with transit lobbyists regarding legislation and/or issues.

5. Develop and implement and/or supervise the development, implementation, evaluation, administration and maintenance of business practices and information systems to monitor and manage human resources, revenues, equipment inventories, customer base and outreach efforts.

6. Manage capital, property and other tangible assets (possibly including fleet management); develop and manage capital and/or operating budgets and/or grants.

7. Manage, supervise and/or participate in the negotiation and administration of contracts, including the evaluation of vendor performance.

8. Manage and/or participate in the development and negotiation of intra- and/or inter-agency agreements; participate in negotiation of labor agreements.

9. Analyze, recommend and establish operational policies.

10. Manage, participate in, and review consultant selection process.

11. Authorize, review and approve material receipt vouchers.

12. Manage the revenue collection function.

13. Manage the receipt and distribution of fare media.

14. Manage the development and distribution of informational media.

15. Manage and/or participate in the development, implementation and evaluation of programs, policies, proposals, procedures and plans.

16. Manage, supervise and/or participate in the response to emergencies and accidents relative to customer-service programs and to sensitive incidents involving customers.

17. Manage administration and enforcement of customer agreements.

18. Manage and supervise operations and administration of multiple programs.

19. Manage and supervise assigned staff by performing the following personnel responsibilities: training, hiring, recommending and/or implementing disciplinary actions, responding to grievances, recommending and/or implementing termination procedures, and handling unemployment hearings and labor relations issues. Evaluate and document work performance, coach, counsel, monitor and motivate assigned staff.
20. Perform other duties as assigned.
Knowledge/Skills (May vary by position)

Knowledge of tracking systems, data collection and statistical reporting

Knowledge of computer word processing, spreadsheets and appropriate applications
Knowledge of report writing and graphic display
Knowledge of EEO law as it pertains to behavior in the workplace and particularly how it impacts internal and/or external customers with respect to discrimination and harassment
Knowledge of basic accounting principles
Knowledge of grievance procedures and labor contract issues
Knowledge of legislative procedures
Knowledge of project management principles and techniques, including new program development and/or service grant proposal development

Knowledge of grant writing and preparation
Knowledge of availability and ability to access and employ agency and network resources
Knowledge of public budgeting, contracting and accounting systems and procedures

Knowledge of contract management

Skill in coordination, facilitation, mediation and negotiation
Skill in planning and setting priorities for work done by self and others

Skill in teaching others
Skill in synthesizing and communicating, in writing or orally, with diverse audiences
Skill in assessing needs and forecasting growth and/or changes in the organization
Licensing, Certification and Other Requirements

Washington State Driver’s License (some positions)
Additional certification (some positions)
Additional licenses, certifications and other requirements determined to be necessary to meet the business needs of the employing unit may be required.

	FLSA Designation
	Exempt (Administrative)

	Levels within same series
	Customer Services Assistant Coordinator, Customer Services Coordinator, Lead, Supervisor and Customer Services Section Administrator
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