9002

CUSTOMER SERVI CE ASSI| STANT

Nat ure of Work

Under general supervision, perforns difficult and responsible
direct public contact work as the initial point of contact with
custoners seeking services and assistance related to agency
prograns. Greets custoners in person or by phone, assesses the
i nqui ry using know edge of agency prograns, regulations, policies
and forms, provides the requested assistance or directs the custoner
to the appropriate staff or unit. Operates a variety of office
equi pnent i ncluding tel ephone or sw tchboard consol e, telefax
machi ne, conputer console, copier and cal culator. |Issues a variety
of public docunents such as birth/death certificates, certificates
of coverage, applications for |licenses or benefits, clains forns,
and quarterly reports. Uses a conputer console to access database to
verify claimaccount information. May receive paynent for copies of
docunents; receipts nonies and deposits per established procedures.
Opens, sorts and routes incomng mail; certifies and processes
outgoing mail according to agency and US Postal Service regul ations.
Mai ntai ns 1 ogs or records of customers served. Perforns rel ated
clerical work. Perforns related work as required.

Exanpl es of Work
Greets custoners, logs nane and date of office visit;
determ nes the nature of the inquiry or purpose of the

visit.
Recei ves tel ephone calls fromcustoners, |ogs date and tine of
call; determnes the nature of the inquiry; provides the

requested information or routes call to appropriate staff
for assistance.

Provi des copi es of public docunments such as birth/death
certificates, applications for services or benefits,
certificates of coverage or |icenses.

Uses a conputer console to access database files to answer the
inquiry or provide guidance to the custoner.

Screens, exam nes and verifies docunents for accuracy or
conformty to agency or programregul ations, policies and
pr ocedur es.

May receive paynent for docunents/applications or nonies owed;
recei pts nonies held and deposits or secures nonies
according to agency regul ati ons and procedures.

Operates copi er, fax machine and cal cul ator; may be
responsi bl e for mai ntenance of office machines.

May oversee the work of clerical enployees in filing and
mai nt ai ni ng agency records.
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CUSTOMVER SERVI CE ASSI STANT ( CONT' D)

Know edge, Skills and Abilities

Know edge of agency | aws, regul ations, policies and
pr ocedur es.

Know edge of agency prograns, services and forns.

Know edge of conmmunity resources and affiliated agenci es.

Ability to operate a tel ephone console to handl e high vol une
of calls.

Ability to effectively interact wwth and serve custoners and
to deal with angry or unpl easant customers in a cal mand
control |l ed manner.

Ability to use a personal conputer to maintain records and to
access dat abase files.

Ability to maintain logs/records of unit activities.

Ability to establish and maintain effectively working
rel ati onshi ps.

Ability to comrunicate effectively and persuasively to people
froma w de variety of socio-econom ¢ backgrounds.

M ni mum Qual i fications
TRAINI NG Graduation froma standard hi gh school or
equi val ent.
EXPERI ENCE: Three years of full-time or equivalent part-tinme
pai d experience in sales or public contact work.

Est abl i shed: 02/21/02
Ef fecti ve: 04/ 01/ 02



