CITY OF FORT WAYNE JOB POSTING
Applicants and Employees must meet duties/essential functions and minimum requirements.

Job Vacancy: CSR 1 Department: CUE- Customer Support
Requisition Number: 2024239
Hours: Vary, Up to 29 hours per Rate of Pay: $22.50/Hour
week
Date Posted Up: 8/14/2024 Date Posted Down: 8/21/2024
Time Up: 3:45pm Time Down: 5:00pm
SUMMARY

Working under the direction of the Customer Relations Manager, incumbent assists customers with
questions regarding their accounts, including initiating and terminating service as requested. The
incumbent is expected to exercise good judgment, independence, initiative, and professional expertise in
conducting day-to-day operations. All work duties and activities must be performed in accordance with
City and department policies and procedures as well as federal, state, and local regulations.

ESSENTIAL DUTIES AND RESPONSIBILITIES include the following. Other duties may be assigned.
o Assists customers with account inquiries, both in person and over the telephone, and logs all
customer contacts;

Performs on-line data entry pertaining to customer accounts;

Writes up duplicate bills to post to customer accounts;

Initiates and terminates services, obtaining and finalizing contracts as needed;

Performs daily filing involving computer generated reports;

Sets up payment agreements as necessary;

Takes action regarding incoming mail and outgoing mail;

Types 30 words per minute;

Arranges for special reads, meter changes and high bill investigations;

Answers and directs telephone calls on multi-line phone system, taking messages when necessary;
Greets and directs walk-in customers;

Maintains a phone log accounting for customer calls and allocation record of calls received by clerks;
Prepares reports of all calls and walk-ins;

Assists in filing of paperwork as necessary;

Assists with customer questions as necessary.

MARGINAL FUNCTIONS
Performs other duties as required.

PERFORMANCE EXPECTATIONS

The incumbent is responsible to manage their performance in accordance with this job description and
the performance expectations provided to them by management. If at any time the incumbent is unsure
of their role or specific responsibilities, it is the incumbent’s responsibility to refer to their job description
and ask for clarification from their supervisor. Management will work with the incumbent, as needed, to
ensure performance expectations are clearly communicated and performance goals are achieved.

SUPERVISORY RESPONSIBILITIES
Incumbent does not supervise any staff.



QUALIFICATIONS

To perform this job successfully, an individual must be able to perform each essential duty satisfactorily.
The requirements listed below are representative of the knowledge, skill, and/or ability required.
Reasonable accommodations may be made to enable individuals with disabilities to perform the
essential functions.

EDUCATION AND/OR EXPERIENCE
¢ High School diploma and six months to one year experience in clerical or customer billing work.

OTHER SKILLS and/or ABILITIES

o Ability to meet and deal with the public with patience, courtesy and tact in person and over the
telephone;

Ability to answer routine customer questions using computer terminal as time permits;
Ability to implement and organize a filing system for the walk-in/phone-in area;

Ability to compare names and numbers and make arithmetical calculations;

Ability to communicate orally and in writing;

Ability to follow specific instructions on work duties;

Ability to operate standard office machines, scanner, do light typing and data entry;
Ability to do routine clerical work consistently and accurately;

Ability to apply departmental rules and regulations relevant to the assigned tasks.

LANGUAGE SKILLS

Ability to read and interpret documents such as safety rules, operating and maintenance instructions, and
procedure manuals. Ability to write routine reports and correspondence. Ability to speak effectively
before groups of customers or employees of the organization.

MATHEMATICAL SKILLS
Ability to add, subtract, multiply, and divide in all units of measure, using whole numbers, common
fractions, and decimals. Ability to compute rate, ratio, and percent and to draw and interpret bar graphs.

REASONING ABILITY

Ability to apply common sense understanding to carry out instructions furnished in written, oral, or
diagram form. The incumbent must have the ability to deal with problems involving several concrete
variables in standardized situations. Incumbent's work consists of simple, repetitive tasks with the
understanding and ability to make practical application of procedures that are directly relevant to the
assigned tasks. Incumbent is responsible for following standard departmental procedures and
regulations when performing the duties required. Incumbent has little opportunity to make choices when
carrying out routine assignments but analysis and judgment is required when assisting customers with
problems. Work may be reviewed for quality and accuracy at critical phases and upon completion.
Errors in decision are not immediately apparent through supervisory review but are revealed through
adverse effects on operations.

CERTIFICATES, LICENSES, REGISTRATIONS
None.

PHYSICAL DEMANDS

The physical demands described here are representative of those that must be met by an employee to
successfully perform the essential functions of this job. Reasonable accommodations may be made to
enable individuals with disabilities to perform the essential functions.



While performing the duties of this job, the employee is regularly required to sit and talk or hear. The
employee frequently is required to use hands to finger, handle, or feel and reach with hands and arms.
The employee is occasionally required to stand and walk. The employee must occasionally lift and/or
move up to 10 pounds. Specific vision abilities required by this job include close vision, distance vision,
and ability to adjust focus.

WORK ENVIRONMENT

The work environment characteristics described here are representative of those an employee
encounters while performing the essential functions of this job. Reasonable accommodations may be
made to enable individuals with disabilities to perform the essential functions.

Incumbent works in a regular/normal office environment, normally seated, standing or walking at will
while performing routine and repetitive work. Stress may occur when or dealing with difficult
unreasonable customers, and stress is frequently experienced due to the high volume of calls coming
into the department.

Applications may be submitted on-line at www.cityoffortwayne.org or using the City of Fort Wayne Human
Resources Department computer kiosks located at Citizen’s Square, 15t Floor, 200 E. Berry Street, Fort Wayne IN
between the hours of 8:00 a.m. — 4:00 p.m. Applicants must be 18 years of age or older. Applicants must be 21
years of age or older to hold a CDL with the City of Fort Wayne. Reasonable accommodations for person with a
known disabling condition will be considered in accordance with State and Federal Law.

(Those individuals who accept employment with the City and live outside one of the six contiguous Indiana counties
that border Allen County (DeKalb, Whitley, Noble, Huntington, Wells, and Adams) will have six (6) months from
their start date to become residents of either Allen County or one of the six counties listed above. Policy and
Procedure Number 204 Page: 1 of 1)

Equal Opportunity Employer

All qualified applicants will receive consideration for employment without regards to age, race, color, religion, sex,
disability, veteran’s status, national origin, genetic information or sexual orientation. Reasonable accommodations
for persons with a known disabling condition will be considered in accordance with State and Federal Law.



