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Classification Specification
	

	
	2231000

	
	TRANSIT CHIEF – CUSTOMER SERVICES  



Class Summary

The responsibilities of this classification include the direct oversight and supervision of an assigned area within Customer Information or Media Sales operations. 
Distinguishing Characteristics

This is a standalone classification.  Work involves daily supervisory oversight of employees and performance of administrative functions to support delivery of regional customer service and rider information operations or regional fare media sales and associated sales programs.  Work includes oversight and supervision of assigned staff to achieve timely and cost efficient operations consistent with established performance improvement goals and service level requirements.  Work requires establishing effective and collaborative labor relationships, and application and administration of applicable labor agreements; monitoring operations, responding to and resolving emergent operating problems; ensuring compliance with operating policies and procedures as well as applicable local, state and federal rules and regulatory requirements; identifying and evaluating operating deficiencies, recommending corrective actions and coordinating remedial actions with appropriate Transit Division staff; monitoring labor costs, identifying cost containment strategies and recommending procedures to streamline operations and improve performance metrics; and coordinating and supporting roll-out of varied special projects, technology improvements, staff training and similar initiatives.  Work is performed independently under the general supervision of a Transit Supervisor.
Examples of Duties (May vary by position)
1. Direct and oversee regional rider information and customer service operations; plan, assign, supervise and review the work of a large staff of Customer Information Specialists responding to  requests for wide-ranging information on transit services, system changes, trip planning, route schedules, travel directions, fares and passes, lost and found, and related services in a high-volume, customer information office; monitor, track and report on recurring transit service level requests and system complaints; develop and recommend solutions as appropriate; investigate and respond to unusually difficult or sensitive customer comments and complaints.  
2. Direct and oversee the sales of local and regional fare media and transportation products to major employers and through third-party revalue networks; plan, assign, supervise and review the work of Customer Service Coordinators, Transportation Planners, Program Managers and support staff engaged in the administration of large-scale fare media sales operations and program development; develop and recommend strategies to improve sales revenues and expand retail network; coordinate concerns of the business customer base with ORCA system operations to alleviate concerns and improve service; negotiate, supervise and monitor service agreements, equipment installation and training of revalue network  participants; develop program communications information and recommend program modifications to meet changing customer and market demands.
3. Supervise the acquisition, receipt, storage and disbursement of materials required to support operations; authorize purchases to level of assigned authority.
4. Identify, evaluate and recommend service, quality, workplace and business process improvements; monitor daily labor costs and modify operations when necessary to achieve performance improvement targets while maintaining established service levels.

5. Establish and maintain a collaborative and effective labor relations environment; ensure daily operations and personnel actions conform with the terms of negotiated agreements; confer with labor representatives to discuss and resolve issues; escalate issues to Transit Supervisor or Transit Labor Relations staff as appropriate; may be delegated authority for first-step grievance determinations on a case-by-case basis; testify at arbitration, unemployment and related hearings as requested.

6. Manage employee absenteeism, vacation change requests, sick/injury leaves and related ADA/FMLA/KCFML/WFLA processes and requirements for assigned employees; review and approve leave requests consistent with staffing needs, employee preferences where possible, and applicable County policy/procedures and bargaining agreements; review, correct and approve payroll.
7. Interview and recommend selection of assigned staff; provide employees with training and development opportunities as available; counsel staff on effective customer relations and safety strategies; evaluate staff performance through record reviews and employee  performance appraisals as necessary; counsel employees in performance improvement requirements when needed; conduct investigations into allegations of employee misconduct, harassment, negligence, policy/procedure violations and similar assertions; determine appropriate follow-up actions including counseling, training and appropriate disciplinary actions in consultation with the Transit Supervisor, Human Resources and Labor Relations as required.

8. Ensure compliance with all Transit Division and County policies and procedures governing employment, worker safety and related areas as well as with applicable local, state and federal laws.

9. May be assigned to participate in internal and external work groups, project teams, committees and task forces; coordinate operations with appropriate staff throughout the Transit Division as required.

10. Act as Transit Supervisor as assigned.

11. Perform other duties as assigned.
Knowledge/Skills
Knowledge of King County Metro transit operations
Knowledge of automated fare and rider information systems
Knowledge of effective sales and customer relations principles, practices and techniques

Knowledge of basic accounting and budgeting principles and practices
Knowledge of the policies and procedures of the Transit Division and applicable County polices
Knowledge of the principles, practices and techniques of performance management

Knowledge of effective supervisory principles and practices as well as federal, state and local laws related to employment, civil rights and affirmative action
Knowledge of the principles, practices and techniques of labor relations including interest-based or collaborative labor negotiations, grievance and arbitration processes and relevant labor agreements
Knowledge of fundamental human resource practices and workforce planning 
Leadership skills
Communication skills

Customer service skills
Skill in achieving performance and operational goals

Skill in fundamental statistical and operational analysis
Skill in planning and delegating work assignments
Skill in staff development and training
Skill in conflict resolution, problem solving and negotiation

Skill in handling multiple competing priorities

Skill in managing and working with a variety of individuals from diverse backgrounds
Skill in establishing effective working relationships and communicating successfully with senior management, labor representatives, customers and staff
Skill in use of automated rider information systems, personal computers, word processing, spreadsheet, database management, presentation and similar software applications
Licensing, Certification and Other Requirements

Washington State Driver License or the ability to travel throughout the county in a timely fashion
Willingness and availability to work varying shifts on weekdays, nights, weekends and holidays as required for shift assignment and consistent with negotiated agreements

Work may require reporting for extended duty during adverse weather events and other emergencies

This is a classification specification and not an individualized job description.  Additional minimum qualifications may be established for individual positions based on business needs and specified in position announcements as appropriate.
	FLSA Designation
	Exempt (Administrative)

	Service Status
	Career Service

	Levels within same series
	None
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