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Classification Specification
	

	
	4322100

	
	TRANSIT CUSTOMER SERVICE SPECIALIST



Class Summary

The responsibilities of this classification include providing customer service to internal and external customers through telephone, email, mail and website communications.  Incumbents provide program information, respond to complaints, assist customers in applying for and using services and on-line systems, explain procedures and requirements and resolve issues and complaints.
Distinguishing Characteristics

This is a single level classification. Incumbents are responsible for providing customer service, information and support which requires a broad understanding, interpretation and application of established guidelines, policies and procedures.  Incumbents use independent judgment in selecting the most effective course of action to achieve desired results. Work requires tact and patience in handling customers from diverse backgrounds. Incumbents also perform program support duties including updating and maintaining databases and providing data, processing forms and screening applications to determine eligibility and administering the regional ridematch system.
Examples of Duties 

1. Provide program-specific information and support to internal and external customers through telephone calls and emails.  Advise customers on commute options, assist them in finding commute partners, take complaints about vanpool drivers, assist vanpool drivers and bookkeepers with account and ridership information and assist customers with system/website issues.
2. Provide technical assistance and administration for the regional ridematch system.  Assist customers with account lockouts and password issues.  Perform testing, provide training and act as subject matter expert on system features such as incentives and rewards, networks, and reporting functionality.  Participate in regionwide user group meetings to provide support to partner agencies.  
3. Provide technical support for customers using the online orientation system.  Troubleshoot issues preventing access and resolve with step-by-step instructions or find alternatives where possible.
4. Process forms and applications for vanpool drivers, riders, and bookkeepers; verify information, determine eligibility, and enter data into database.  Route forms to appropriate staff for further review and action.

5. Represent program at committees and meetings. 
6. Participate in marketing meetings to discuss new ideas for promoting services.  Utilize technology, including social networking sites, for customer outreach.  
7. Provide support to work groups within Rideshare Operations, including querying data and providing reports, preparing mail merges for mass mailings, testing links and sending out from shared mailboxes.  

8. Perform other duties as assigned.
Knowledge/Skills 

Knowledge of applicable policies, procedures, laws and regulations
Knowledge of effective customer service practices and approaches
Knowledge of transit rideshare operations and services

Knowledge of routine website administration, maintenance and troubleshooting practices and techniques

Knowledge of marketing techniques utilized in social networking websites

Oral and written communications skills, including proper spelling and grammar  
Excellent customer service and interpersonal skills

Skill in effectively handling multiple competing priorities

Skill in communicating 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 and database management software
Conflict resolution, problem-solving and troubleshooting skills

Skill in working in a stressful environment
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
Service Status
	Non-Exempt
Career Service

	Levels within same series
	None

	Class History
	Created  7/2011


Page 2
Transit Customer Service Specialist
7/2011 Version


[image: image1.png]