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King County




Classification Specification
	

	
	1132700

	
	TRANSIT CUSTOMER COMMUNICATIONS AND SERVICES MANAGER



Class Summary

The responsibilities of this classification include managing the sales and customer-service section of the King County Department of Transportation transit division; overseeing the selling, marketing, advertising and promotion of transit services; provide customer service and information; and operate and administer the Rideshare/Vanpool programs.

Distinguishing Characteristics
This is a unique classification in that no other position has the responsibility for managing the sales and customer services function for transit service.  Incumbents in this classification are also responsible for operating and administering the Rideshare/Vanpool programs.

Examples of Duties (May vary by position)

1. Provide leadership and direction in marketing, advertising and promotional programs to enhance the use of County transportation services; direct the development and implementation of the annual marketing plan.

2. Direct the establishment, development and maintenance of employer and institutional outreach programs; direct revenue generation through sales of transportation services and fare media and through local and regional sales of transit advertising space.

3. Direct the design, development, maintenance and operation of the informational street signage system and the design, production and distribution of timetables, maps, brochures and other marketing materials.

4. Direct a variety of customer services, including telephone information (countywide and regional), regional ride match, customer assistance, customer comment and response, lost-and-found and over-the-counter, telephone and ATM sales of tickets, passes, scrips and permits. Direct related technological innovations.

5. Direct Rideshare operations, including the Vanpool fleet; direct Rideshare vehicle procurement, risk management, driver training, communications, fare policy and collections, and coordination with regional, Washington State, and national Rideshare programs; direct custom bus planning, service, operations, fare policy and customer relations.

6. Represent the section before elected officials, committees, private businesses and organizations, associations, the media, and the public; offer advice and recommendations; provide information on and promote departmental goals and services.

7. Perform a variety of administrative and managerial duties; direct budget development, administration and monitoring; participate in and provide direction for teams, committees and special projects; develop policies and procedures; direct contract, program and project management and administration; administer and implement labor relations policies and labor negotiations for the section.
8. Perform other duties as assigned.
Knowledge/Skills (May vary by position)

Knowledge of technical systems development
Knowledge of the principles, practices, strategies and methods in marketing, sales and distribution
Knowledge of transportation marketing requirements and communications practices
Knowledge of the principles, methods and techniques in written communications, including communication of complex information to the public
Knowledge of project and program development, management and implementation
Knowledge of graphic design and informational writing principles
Knowledge of quality management techniques, principles and applications
Knowledge of public administration, with a focus on transportation
Knowledge of budget principles, preparation and administration
Knowledge of public relations and customer-service principles and techniques
Knowledge of procurement and contract-administration practices
Knowledge of the principles and practices of management and supervision
Skill in developing strategic communication, marketing and distribution plans
Skills in organizing, prioritizing and managing multiple programs and projects with inflexible deadlines
Skills in analyzing and communicating complex information to customers
Skills in interpreting research data and developing strategies for recommendation or action
Skill in working effectively with a diverse population
Skills in interpersonal relations, consensus building, negotiation and dispute resolution
Skills in human resources management, including labor relations
Skill in presentation
Skill in oral and written communications
Skill in decision-making
Licensing, Certification and Other Requirements
Some 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
	None
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