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Classification Specification
	

	
	2814100

	
	RIDESHARE SERVICES REPRESENTATIVE



Class Summary

The responsibilities of this classification include acting as primary liaison with Rideshare customers, including those in van and/or carpools, regarding all aspects of the program, including customer service, operations, ridesharing, maintenance and related administrative functions.

Distinguishing Characteristics

This is a single-level classification.  Incumbents support rideshare customers according to assigned areas of responsibility, including program information and instruction (policies and procedures, revenue reporting forms, defensive driving); vehicle maintenance and repair; emergency response and accident investigation; outreach and retention; accounting; complaint and problem resolution; website administration and assistance; and assistance to employers in using alternate forms of transportation. 
Examples of Duties (May vary by position)

1. Act as liaison for the Rideshare Program with customers and the general public, including customer service and operations. Provide program information, handle sensitive/confidential and/or politically sensitive situations, interpret and apply established policies, procedures and regulations for customers.
2. Instruct VanPool participants in program policies and procedures, revenue reporting, group dynamics, website use and program orientation.
3. Provide technical support and troubleshooting for RideshareOnline.com (RSO) system users, including the public and system Administrators
4. Define and report requests for rideshare system changes and website enhancements; assist Information Technology staff in researching requirements, testing and implementation; train users.

5. Provide database queries/results from RSO and other information systems and databases in response to requests from Rideshare staff, management and other agencies and to ensure system integrity.
6. Provide RSO user training; review and edit Administrator manuals; participate in Smart Transportation forum; develop system documentation.
7. Participate in development of new initiatives utilizing current technology such as social networking. 

8. Coordinate, schedule and authorize vehicle maintenance, warranty and repair service including expenditure of funds for all active and retired program vehicles.  Track and monitor fleet inventory, vehicle activity, servicing and fuel consumption.

9. Develop and recommend fleet/vehicle servicing policies and procedures.

10. Collect data and analyze and identify methods to improve cost efficiency of maintenance program and overall fleet operations.

11. Provide technical assistance and support to participants in monthly reporting and fare collection. Determine accounting inconsistencies or errors, prepare corrections, and verify accuracy of accounting reconciliations. Perform financial and accounting work, including managing general ledger account transactions, accounts receivables and payables; prepare documents to meet audit and other financial requirements.
12. Manage collections activities; investigate and resolve potential issues of fraud and misuse.

13. Create detailed financial and performance reports, authorize expenditure of funds and reimbursements.

14. Routinely review program guidelines, policies and processes.  Analyze, recommend and implement changes.
15. Coordinate the formation of van and/or carpool groups with the general public, employer representatives and internal teams.  Act as liaison with employers regarding transportation demand management program and legislation.
16. Coordinate and maintain automated record-keeping systems for VanPool participants.

17. Respond to and investigate VanPool emergencies, accidents, incidents and complaints.

18. Perform other duties as assigned. 

Knowledge/Skills (May vary by position)

Knowledge of basic bookkeeping and accounting principles and techniques
Knowledge of customer services techniques and principles
Knowledge of fleet maintenance and operation procedures
Knowledge of website administration, troubleshooting, and problem resolution 
Skill in organization 
Customer service and interpersonal skills

Skill in effectively handling multiple competing priorities 
Skill in problem-solving and analysis

Skill in oral and written communication, including making presentations
Skill in working on a team 

Skill in working with a variety of individuals from diverse backgrounds

Skill in establishing and maintaining effective working relationships 
Skill in the use of personal computers and word processing, spreadsheet, database management software and website applications
Licensing, Certification and Other Requirements

Washington State Driver License or the ability to travel to locations with limited or no public transportation services in a timely manner
May be required to work mandatory overtime hours or on Saturday
Required to provide 24-hour emergency beeper response for program participants

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

	FLSA Designation

Service Status

EEO Code
	Non-Exempt

Career Service

2

	Levels within same series
	None
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