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Classification Specification
	

	
	4300400

	
	CUSTOMER SERVICE SPECIALIST IV



Class Summary

The responsibilities of this classification include performing lead work and assigning work and monitoring the quality and work product of employees in customer service whose duties typically include receiving and handling inquiries and/or complaints and responding to information requests involving specialized and/or technical services and/or programs. Incumbents at this level organize and distribute work, make assignments, provide direction, monitor quality and completion of work, and identify and solve work-load and scheduling problems. Incumbents may recommend and/or implement systems or methods in the process of improving customer service and/or office operations. Incumbents are considered a resource for information in their respective specialized operation or expertise.

Distinguishing Characteristics

This is the fourth level of a four-level customer service classification series. The Customer Service Specialist IV differs from other classifications in this series in that the incumbent is responsible for providing information and advice with specialized or technical content. The incumbent provides information, which requires a comprehensive understanding, interpretation and application of established guidelines, policies, programs and procedures. Duties often involve difficult interpersonal relationships requiring tact, discretion, diplomacy, persuasion, dissuasion and/or coordination responsibilities, where results must be obtained through non-directive methods. Work is performed under minimal supervision, requiring independent judgment and accountability. This classification is distinguished from the Accounting and Financial Support, General Office Support, and Data Processing and Typing classification series in that the primary focus is customer service.

Examples of Duties (May vary by position)

1. Plan, coordinate, assign, prioritize, provide directions and monitor the quality of work of other customer service support staff.

2. Identify and solve work-load and scheduling problems, provide assistance to staff with difficult assignments and/or customers, assist in the employee interview and selection process for positions in assigned unit, assess employees’ performance, and report findings and/or take necessary action.

3. Provide and/or acquire program-specific information, which requires interpretation of established policies, procedures, codes, regulations and other relevant sources, for internal and/or external customers over the telephone, in writing and/or in person.

4. Determine validity, correctness and completeness of information received.

5. Provide technical assistance and/or training to co-workers, internal and/or external customers with regard to services, policies, procedures, methodology and/or standards.

6. Interview internal and/or external customers to establish program-specific documentation; identify and provide services needed.

7. Consult statutes, ordinances, contracts and other sources involving complex subjects and specialized terminology; summarize information and prepare reports based on analyses of data and other information sources.

8. Establish, maintain, code, modify, track and/or retrieve information and compile data that may require information searches through files, contracts, records, microfilm, blueprints, maps or computer files.

9. Compose responses to internal and/or external customers addressing complaints and problems of a controversial and sensitive nature that must be treated with a high degree of discretion. Work may involve legal, scientific and/or other specialized materials; extensive statistical reports; the drafting of policies and procedures; ordinances; contracts; and press releases requiring a comprehensive understanding of the subject matter.

10. Perform moderate to complex numerical calculations involving reconciliation of accounts, monitoring of expenditures, budget preparation, payroll processing and/or other applications.

11. Provide communication of safety information to internal/external customers and co-workers, such as that involving equipment use, weather conditions, traffic conditions and disasters.

12. Make presentations to various audiences (may vary according to position assignment).

13. Represent organization at various functions, including administrative hearings, proceedings, court inquiries, committees and meetings (may vary according to position assignment).

14. Act as coordinator/liaison with individuals and groups, including management, co-workers and other agencies.

15. Assist co-workers as needed.
16. Perform other duties as assigned.
Knowledge/Skills (May vary by position)

Knowledge of customer service etiquette
Knowledge of customer safety skills for internal and external customers
Knowledge of applicable policies, procedures, laws and regulations
Knowledge of supervisory/management principles
Knowledge of accounting, statistics and budgets (may vary depending on position assignment)
Knowledge of the legislative/policy-making process
Knowledge of applicable discipline and reward systems
Knowledge of specialized terminology and protocols
Knowledge of geographic area
Knowledge of software applications and formatting (may vary according to position assignment)
Knowledge of appropriate physical standards for computer work such as appropriate seating and arm and/or wrist usage
Keyboarding skills (may vary according to position assignment)
Leadership skills
Public speaking skills
Research skills
Interpersonal skills
Organizational skills
Analytical skills
Problem-solving skills
Conflict resolution skills
Professional writing skills (may vary according to position assignment)
Skill in developing, updating and modifying policies and procedures
Skill in organizing, prioritizing and delegating work load for self and others
Skill in responding to emergencies
Skill in reading and interpreting applicable documents specific to position assignment
Skill in communicating with people of diverse backgrounds
Skill in meeting deadlines
Skill in working in stressful environments
Skill in working independently
Skill in working in a team setting
Skill in composing/generating correspondence
Skill in determining validity of information received
Skill in using 10-key machine by touch (may vary according to position assignment)
Licensing, Certification and Other Requirements

Washington State Driver’s License (some positions)
U.S. citizenship (positions located within the King County Department of Public Safety)
Pass polygraph test (some positions)
Pass background check (some positions)
Drug testing (some positions)
Additional licenses, certifications and other requirements determined to be necessary to meet the business needs of the employing unit may be required.

	FLSA Designation
	Non-Exempt

	Levels within same series
	Customer Service Specialist I, II, III and IV
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