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Classification Specification
	

	
	4330100

	
	MARINE INFORMATION AGENT



Class Summary
The responsibilities of this classification include providing information resources to boarding passengers and the public regarding passenger ferry services and operations.
Distinguishing Characteristics

This is a standalone classification.  An incumbent in this classification is responsible for front-line communication with boarding passengers and the public on ferry services, sailing schedules, fares and fare media, terminal facilities, complaints, accessibility and related topics.  Work includes assisting passengers in staging, boarding and departing the ferry; announcing arrivals, departures and delays; providing customer service and support; and performing varied administrative support functions for ferry operations.  Work also involves performing the full range of responsibilities of a Marine Deckhand in emergency circumstances.  Work is generally performed independently with limited direct supervision.
Examples of Duties (May vary by position)
1. Advise customers regarding ferry policies and special services; provide information on the use and purchase of county and regional fare products; respond to public inquiries on wide ranging topics related to ferry operations, transit connections, community information and points of interest; suggest transit options and connections to reach desired destinations.
2. Prepare, maintain and replenish information and brochure displays; assist with routine and special event public outreach activities; assist with onsite coordination of passenger controls and information sharing with other co-located ferry operators; provide administrative support associated with the ferry information function including responding to requests for brochures and schedules.
3. Conduct initial intake of customer complaints or commendations and record in database; draft written responses or otherwise convey to customers the complaint resolution; provide customer feedback to management on ferry services.
4. Respond to lost article notifications and inquiries; attempt to locate lost articles through appropriate staff; warehouse, classify and record found articles; notify and instruct owners on procedures to claim recovered items.
5. Follow safety and security procedures in accordance with King County policies; contact law enforcement or other appropriate first-responders when directed or circumstances dictate; convey incident information and facilitate response efforts.

6. Assist during emergencies that may include evacuations, emergency closures, and accident/incident responses and investigations.

7. Enter passenger counts, revenues, payment types, inquiries received, customer service calls and related information into spreadsheets, databases and tracking systems; prepare routine and ad hoc summaries and statistics on information maintained. 

8. Serve as point of contact for armored service vendors collecting fare revenues; comply with and facilitate adherence to appropriate revenue control protocols; report revenue in accordance with rate schedules, revenue control procedures and County financial management guidelines.

9. Perform light housekeeping duties in the Information Center and passenger waiting area. 
10. Perform other duties as assigned.
Knowledge/Skills
Knowledge of customer relations techniques, customer service etiquette and ability to work with a diverse group of individuals including elderly, disabled persons and those whom English is a second language in a tactful, diplomatic and sensitive manner

Knowledge of general mathematics and basic mathematic skills

Knowledge of ferry operations and services as well as other transit services available throughout King County
Communication skills 
Skill in establishing and maintaining effective working relationships
Skill in conflict resolution, problem solving and identifying circumstances that require emergency assistance

Skill in handling stressful situations effectively

Skill in the operation of VHF radios and communication equipment

Skill in the use of personal computers, word processing and database management software

Skill in communicating emergency circumstances, requesting appropriate assistance and responding to emergency situations in a calm, direct and expeditious manner

Skill in effectively handling multiple competing priorities
Licensing, Certification and Other Requirements

A valid United States Coast Guard (USCG) Merchant Mariner’s Document (MMD) or Merchant Mariner’s Credential (MMC) rated as an Ordinary Seaman (OS) and possession of a valid Transportation Worker’s Identification Card issued by the Transportation Security Administration (TSA)
May be required to work a split shift
Ability to lift and carry items weighing up to 50 pounds

Additional licenses, certifications and other requirements determined necessary to meet the business needs of the employing unit may be required.

	FLSA Designation
	Non-Exempt

	Service Status
	Career Service

	Levels within same series
	None

	Class History
	Created 1/2010

	
	Updated 3/2010   Added Marine Deckhand backup functions and licensing requirements
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