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Classification Specification
	

	
	4320100

	
	TRANSIT CUSTOMER INFORMATION SPECIALIST - SENIOR



Class Summary

The responsibilities of this classification include responding to requests for information on regional transit services, policies and procedures, and overseeing the work performed by lower-level staff.
Distinguishing Characteristics

This is the second level within a two-level Customer Information Specialist classification series.  Incumbents in this classification perform as the lead, generating good customer relations and furnishing the public with clear and accurate information on transit services and operation policies and procedures.  Incumbents also observe and review the work performed by lower-level staff for professionalism, accuracy and completeness; assist supervisory personnel in administering the unit’s operating policies and procedures; and respond to questions from the public which are sensitive, complex and difficult in nature.  Work is performed under the general supervision of a higher-level supervisor.
Examples of Duties (May vary by position)

1. Provide city, suburban and cross-country travel directions to customers by means of public transportation options and connecting suburban services.  Suggest routes and schedules to reach points of interest.  Answer questions on transfer privileges and fare rates.  Interpolate route distances and calculate intermediate arrival time.
2. Assist in training new employees on the unit’s operating policies and procedures.

3. Assign and review the work of lower level staff.  Answer questions and instruct staff in where to find answers as appropriate.

4. Review maps, literature, schedule abstracts, and other media as sources of reference material.  Report discrepancies between published schedules and feedback from the public.

5. Receive complaints or commendations about service.

6. Respond to sensitive or difficult questions from the public.

7. Complete order forms for timetables, Metro maps and other requested informational literature.

8. Provide information on special bus service to such places as sporting events, fairs and parades.

9. Furnish information on permits and passes.

10. Receive calls about persons and articles lost on transit vehicles.  Attempt to trace lost children, articles, or medication through transit operations personnel.  Contact and instruct caller when and where lost articles can be claimed.

11. Proofread new schedules.

12. Perform other duties as assigned.

Knowledge/Skills

Knowledge of regional bus, rail and ferry services, schedules and interconnects of each to reach desired travel locations

Knowledge of city and county geography and primary destination locations throughout the county

Knowledge of automated information systems and standard business software applications including word processors, spreadsheets, databases, email and similar programs
Communication skills

Customer service skills

Interpersonal skills

Skill in interpreting maps, timetables, schedule pages and operations bulletins

Skill in data entry and retrieval

Skill in make decisions regarding the unit’s operations and providing the public with adequate service about the agency’s operation

Skill in planning and assigning the work of others and reviewing work for conformance with operating policies and standards

Skill in identifying required information quickly and conveying accurate information to customers effectively

Skill in working with a diverse group of individuals, including elderly and disabled persons, 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

Washington State Driver License (some positions)
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.
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