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CUSTOMER SERVICE REPRESENTATIVE SUPERVISOR
DEFINITION OF CLASS:

This is the first full level administrative and technical supervisory customer service work over employees providing assistance by telephone to residents, members of civic and community groups and others concerning available services and programs provided by public and private agencies.  The work involves supervision of all aspects of receiving and processing non-emergency telephone calls directed to the MC311 Customer Service Center.  Responsibilities extend to resolving the most complex and critical problems not resolved by subordinate staff.  Work also involves collecting and disseminating referral and resource information.  Contacts are with County Government employees at all levels, the general public, and with employees of public and private service agencies for the purpose of gathering resource information, identifying and resolving problems and/or making appropriate referrals.  Public service and assistance is provided by employees only on an occasional basis.

An employee in this class, working under general supervision, exercises full first level supervisory authority over subordinate staff who receive incoming telephone calls from residents, identify problems, and research various written information and referral materials/documents to provide necessary information and/or to make appropriate referrals; and to follow up when necessary.  Employees in this class evaluate the performance of, manage disciplinary matters, and recommend the hiring, firing and promotion of subordinate personnel.  Work requires extensive knowledge of County Government and other public agencies’ organizations and operations, private and non-profit service groups, and community resources, and the judgment to select and apply established guidelines.  Employees document exchanges in accord with established procedures.  Due to the diversity of subject matter, employees in this class exercise independent judgment to develop new approaches to facilitate the resolution of the presenting problem/complaint.
The complexity of the work of this class is derived from its requirement to simultaneously balance operational, technological and performance management skills and abilities.  In addition, in an industry where turnover is the norm, employees in this class are tasked with stabilizing attrition while maximizing subordinates’ performance.  Finally, implementing changes in day-to-day processes and procedures requires the employee to be able to envision the impact of the changes prior to implementation and to establish stop-gap contingency plans as needed.  The impact of work performed by employees in this class is realized by the immediate and prompt response to and resolution of residents’ problems and complaints.  The work requires long periods of sitting, listening and talking, and the use of fingers to operate a multi-button telephone.  The work is evaluated by supervisory assessment of the effectiveness of supervision exercised, including the effectiveness of the work unit supervised.
EXAMPLES OF DUTIES: (Illustrative Only)
· Exercises the full range of administrative and technical supervisory duties, responsibilities, and authority over subordinate staff.

· Establishes work priorities, assigns work and oversees all quality assurance checks and functions.

· Assumes ultimate responsibility for such administrative supervisory functions as interviewing potential candidates; preparing appropriate recruiting documentation; interfacing as necessary with departmental administrative staff and external officials; ensuring training of subordinate staff in all phases of customer service protocol, procedures, and records maintenance.

· Monitors the performance of subordinate staff using qualitative and quantitative measures; exercises delegated authority in managing disciplinary, performance, and award situations and issues.
· Assures operational efficiency by anticipating staffing needs and potential queue problems in advance and recommending staff changes to accommodate such expectations.

· Oversees the conduct of analyses of call volume and request trends.  Prepares and presents findings to higher level Call Center management for inclusion in various reports, e.g., CountyStat requests.

· Manages the performance appraisal function/system for subordinate staff. 

· Passes on instructions from higher level management to subordinates.
· Oversees Center quality control, and coordinates resolution of quality control issues with subordinates and higher level unit management.

· Responds to calls escalated from subordinate staff.
· Performs follow up and related duties as required.

KNOWLEDGE, SKILLS AND ABILITIES:

· Thorough knowledge of Call Center operations, principles, practices and procedures including related telephony and computer software systems.

· Thorough knowledge of the services provided by Montgomery County Government and the local public and private human service agencies.

· Knowledge of and the ability to operate a multi-button telephone, personal computer, photocopier, TTY machine, and other office automation equipment appropriate to the requirements of the position.
· Ability to plan, direct and supervise the work of subordinate personnel.
· Ability to make decisions and solve administrative and operational problems arising in the Call Center.
· Ability to establish and maintain effective working relationships with the general public, subordinates, superiors and a variety of other public and private officials.

· Ability to determine if standards are being met and to redirect priorities as necessary.

· Ability to analyze training needs and formulate training programs to achieve employee development objectives.

· Strong interpersonal skills as well as skills in oral and written communication to multiple audiences and organizations in diverse situations.  
· Ability to develop justifications for recommended courses of action; and to gain compliance, cooperation, work integration, and/or understanding outside of the immediate organization.
MINIMUM QUALIFICATIONS:

Experience:  Four (4) years of experience providing direct customer service to the public, two (2) years of which must have been with the Montgomery County Government as a Customer Service Representative II or Leader.
Education:  Completion of high school or High School Certificate of completion recognized in the State of Maryland.

Equivalency:  An equivalent combination of education and experience may be substituted.
LICENSE:  None.
PROBATIONARY PERIOD:

Individuals appointed to a position in this class will be required to serve a probationary period of twelve (12) months, during which time performance will be carefully evaluated.  Continuation in this class will be contingent upon successful completion of the probationary period.

MEDICAL EXAM PROTOCOL:  Limited Core Exam with a Urine Drug Screen.
Class Established:  November, 2014
