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Classification Specification
	

	
	4320200

	
	TRANSIT CUSTOMER INFORMATION SPECIALIST



Class Summary

The responsibilities of this classification include answering questions regarding Transit Division operations and services, responding to complaints and tracking lost items.
Distinguishing Characteristics

This is the first-level within a two-level Customer Information classification series.  Incumbents in this classification respond to questions from the public regarding the agency’s transportation services, including requests for information on local travel directions, transit service, fares and pass information.  Incumbents also receive/record complaints and commendations and assist customers in locating lost items.  Work is performed under the general supervision of a senior customer information specialist and a higher-level supervisor.
This classification is distinguished from the Senior Transit Customer Information Specialist class in that incumbents in the senior classification oversee and review the work of assigned lower-level staff and assist in supervision and training. 
Examples of Duties (May vary by position)

1. Review maps, literature, schedule abstracts, and other media sources of reference material.  Interpolate route distances and calculate intermediate arrival time.

2. Provide travel plans for customers desiring city and suburban travel directions by means of transit; suggest transit services to reach points of interest.

3. Answer questions on transfer privileges and fare rates.

4. Receive calls about persons and articles lost on transit vehicles and attempt to locate lost articles, children, or medicine through operating personnel.  If article is found, contact and instruct caller when and where articles can be claimed.
5. Contact the appropriate transportation agency operating unit to locate lost articles for buses in operation.

6. Respond to customer comments and/or concerns, as required.

7. Record customer complaints/commendations either manually or utilizing a desktop computer.  Prepare written responses to customer complaints and/or orally inform customers of resolution to complaint.  Enter and retrieve data to monitor customer contact and response records.

8. Assist customers, transit supervisory personnel and others in emergency situations.  Assist in evacuations and emergency closures as needed.
9. Perform other duties as assigned.

Knowledge/Skills
Knowledge of city and county geography and points of interest

Knowledge of bus operations and scheduling

Knowledge of computers, data entry and retrieval techniques
Communication skills

Customer service skills

Interpersonal skills

Skill in data entry and retrieval
Skill in interpreting maps, timetables, schedule pages and operations bulletins
Skill in identifying required information quickly and conveying accurate information to customers effectively

Skill in working with a diverse group of individuals in a tactful, diplomatic and sensitive manner

Skill in responding to emergency situations in a calm and direct manner

Skill in the computation of fares and time interpolations
Licensing, Certification and Other Requirements

Willingness and availability to work different shifts on weekdays, nights, weekends and holidays

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 are specified in position announcements as appropriate.
	FLSA Designation
	Non-Exempt  

	Levels within same series
	Transit Customer Information Specialist, Transit Customer Information Specialist - Senior
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	Created  8/2007
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