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Classification Specification
	

	
	4300500

	
	CUSTOMER SERVICE SPECIALIST SUPERVISOR



Class Summary

The responsibilities of this classification include support of office operations and supervision of assigned staff providing specialized services and responding to customer inquiries regarding accounts or products.  Incumbents oversee and provide direction to staff, resolve difficult issues with customers and services provided, and recommend and coordinate implementation of systems or methods to improve customer service and office operations.

Distinguishing Characteristics

This is the highest level in the Customer Service Specialist classification series. The Customer Service Specialist Supervisor supervises staff; resolves problems for management, staff and customers; drafts processes and procedures for the unit; and recommends and implements changes to increase work efficiency.  Work requires independent judgment and a high level of accountability for meeting deadlines to ensure timeliness of service/product delivery. Incumbents supervise staff working at remote locations, in a call center, at an information counter or similar environment.
This classification is distinguished from the Administrative Specialist IV in that the work supervised by an Administrative Specialist IV is clerical/office support rather than customer service oriented.  It is distinguished from the Customer Services Supervisor in that the Customer Services Supervisor is a professional managerial classification responsible for the management and operation of programs as well as supervision of staff.
Examples of Duties (May vary by position)

1. Supervise assigned staff, including preparing staffing plans and redirecting resources to maintain optimal productivity within the group and with others.  Approve timesheets.  Participate in the hiring process, including interviewing and recommending candidates for employment. 
2. Conduct performance evaluations and discuss individual performance with subordinates; establish performance levels and ensure adherence; coach/counsel/mentor staff; issue letters of counseling and recommend further disciplinary actions to higher level supervisor as necessary.

3. Provide day-to-day direction, technical assistance and training to staff to ensure consistency of service provision or product and compliance with established policies and procedures.  
4. Respond personally to the most complex customer complaints and problems and in situations where issues have escalated.

5. Monitor budget expenditures and small grants, order supplies and authorize purchases; may assist in budget preparation.  
6. Monitor the effectiveness of procedures and processes; recommend and draft changes or new procedures; coordinate implementation.  Evaluate and determine system changes or enhancements needed.
7. Develop, plan and coordinate projects; act as liaison with internal and external staff and customers. 
8. Consult statutes, ordinances, contracts, databases and other sources; summarize information and prepare statistical and other reports based on analysis of data.  
9. Compose responses to internal and external customers to address complaints and issues that may be of a confidential or sensitive nature. Respond to Public Disclosure requests and requests for information from management regarding customer service or other situations; draft correspondence for all levels of management.  
10. Audit work of contracted subagencies; provide direction, technical assistance, training and testing of contracted services.

11. May work with law enforcement or other agencies on investigations.
12. Perform moderate to complex numerical calculations involving cash handling, balancing and preparing bank deposits, payroll processing and other applications.

13. Represent the organization at administrative hearings, court inquiries, committees and meetings.
14. Make site visits to outlying locations. 

15. As needed, perform all duties of a Customer Service Specialist to ensure adequate staffing to meet deadlines.
16. Perform other duties as assigned.
Knowledge/Skills

Knowledge of the procedures, processes, products and services of the area supervised
Knowledge of the terminology, codes, ordinances and legislation pertaining to the area supervised 
Knowledge of supervisory principles and practices
Knowledge of customer service protocols and techniques
Knowledge of accounting, statistics and budgets (some positions)
Skill in supervising employees in a highly unionized environment

Skill in budget monitoring and administration (some positions)
Skill in developing, updating and modifying policies and procedures
Skill in organizing, prioritizing and delegating work and meeting deadlines
Skill in conflict resolution, problem solving, and negotiation

Skill in establishing and maintaining effective working relationships

Skill in communicating with people of diverse backgrounds
Skill in working in a stressful environment and in defusing potentially volatile situations
Skill in research and analysis
Skill in the use of personal computers and word processing, email, spreadsheet and database management software

Education and Experience Requirements

· Graduation from high school or equivalent 
· Four years increasingly responsible experience in a customer service environment including interpreting, applying and explaining codes and regulations
 




OR
· Any combination of experience/education/training that provides the knowledge, skills and abilities required to perform the work

Licensing, Certification and Other Requirements

Washington State Driver License (some positions)
Additional licenses, certifications and other requirements determined to be necessary to meet the business needs of the employing unit may be required.  
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