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CORPUS CHRISTI REGIONAL TRANSPORTATION AUTHORITY 

JOB DESCRIPTION #2018-15

CLOSING DATE: OPEN UNTIL FILLED 

Job Title:  Customer Service Administrator

FLSA Status:
Exempt       
Work Location:  Customer Service Center 

Department: Customer Programs           


Reports To: Managing Director of Customer Service

Grade: 26 Salary: 54,683.20-84,739.20




(Min-Max Annually)
General Summary: Under direct supervision of the Managing Director of Customer Service, exercises independent action in a range of administrative duties, and supervises the Customer Programs division.
Essential and Marginal Job Functions: Essential and other important responsibilities and duties that must be performed, with or without reasonable accommodation may include, but are not limited to, the following: 
· Oversees the operations of the RTA’s Customer Service Center by ensuring the needs of the customers are met on a daily basis through the information assistance and front-desk support being provided by the Customer Service Representatives via communication and in-person contact.

· Additionally supervises the Customer Programs division, to ensure job duties are being performed accordingly.  

· Performs administrative duties by coordinating and developing training for new personnel and enhancement training for current personnel. 

· Resolves employee issues within the department.

· Responsible for assigning work to the Customer Service Representatives on a daily basis.

· Monitoring Customer Programs division on performance by evaluating, developing and coaching individuals.
· Responsible for the creation of the work schedules, and tracking timekeeping records.

· Coordinates financial reporting by receiving and inputting revenue sales to produce reports and overseeing departmental inventory.

· Provides assistance to Customer Programs division staff members by answering questions, providing guidance as to work methods and procedures, and, as required, by assisting in customer dispute resolution cases.

· Oversees RTA’s Customer Assistance Form (CAF) process; assists in developing documentation/trends/ monthly reports.

· Responds to routine request for information from Customer Service Representatives, the public or other individuals.

· Manages the processing and issuance of daily, weekly and monthly bus passes and reconciles the reports on a monthly and annual basis.
· Complies the monthly reporting data for the CAF’s for distribution to other departments.

· Reconciles the cash daily deposits from bus pass sales.

· Provides input on the annual Departmental budget and tracks budgetary expenditures for the Department regularly. 
· Reserves/records customer requests for services in the rural areas and processes the monthly billing.  

· Oversees RTA’s customer lost and found center.

· Processes and issues employee and public identification badges.

· Ensures adequate response time to public inquiries of route information.
· Oversees submittal of staff’s payroll to the appropriate Department representative. 
· Responsible on updated for phone messaging system.
· Establishes and maintains effective working relationships with those contacted in the course of work.
· Maintains an exemplary attendance record.

· Works alongside staff, individually performing full range of duties of Customer Service Representative.

· Prepares and/or generates correspondence, letters, memoranda, forms, reports and other documents via computer and/or typewriter.

· Maintains confidentiality regarding all RTA related business information and personnel issues.

· Performs other job-related duties and responsibilities as assigned.
It is the RTA’s business philosophy and practice to provide reasonable accommodation to the known physical or mental disabilities of qualified individuals, according to applicable state and federal law. To request a reasonable accommodation regarding application for employment or the performance of the essential functions of your job, please contact the Human Resources Department at (361) 289-2712.

Qualifications include:

Knowledge of:
· Keen understanding of customer service principles and demonstrated commitment to customer service excellence
· Knowledge and skill in budget principles, preparation, and administration
· Effective time management; 

· Modern office procedures, methods, office and computer equipment; 

· Demonstrated superior verbal and written communication skills;

· Demonstrated strong analytical, problem solving and negotiation skills, preferably in an environment with multiple departments and dispersed personnel;

· Demonstrated excellent interpersonal relationship and teambuilding skills; and

· Correct English usage, spelling and vocabulary.

Ability to:
· Communicate effectively verbally and in writing;

· Willingly foster a positive work environment;

· Provide service in a courteous and professional manner; 

· Exercise independent judgment and responsible decision making;

· Interpret and comply with relevant regulatory requirements;

· Comply with Regional Transportation Authority policies and procedures;

· Adhere to RTA polices and Personnel Rules and Regulations; and

· Maintain a dependable attendance record.

Skills:
· Skill in effective team building and communication to establish and maintain highly engaged, high performing teams

· Skill in effectively serving a diverse community/population and managing a diverse workforce; demonstrated commitment to the principles of equity and social justice, especially as they relate to customer service and workforce development and management

· Skill in interpersonal relations, consensus building, negotiation, and dispute resolution and conflict management

· Operate a variety of office equipment including a computer, calculator, copier, facsimile machine, shredder, and typewriter;
· Effectively lead teams;

· Manage time of self and subordinates;

· Type at a speed necessary for successful job performance; 

· Proficiency in Microsoft Excel and/or similar spreadsheet application(s); 

· Proficiency in Microsoft Word and/or similar word processing application(s); and

· Bilingual skills, in Spanish, are highly preferred. 

Experience and Training Requirements:

This position requires any equivalent combination of the following training, education and experience that provides the individual with the required knowledge, skills, and abilities to perform the job. 

· Education: Bachelor’s degree in a related field. 
· Experience: Minimum four (4) year's work experience in a related work area to include (2) years supervisory experience. Previous transit experience, strong management and leadership skills outlined above are strongly preferred.
· License or certificate: Possession of an appropriate, valid TX Driver’s License on the date of application as required for position to operate RTA vehicles. 
· Other Requirements: Must be at least 18 years of age.  Any job offer and continued employment is contingent upon completing and passing a pre-employment job agility evaluation, physical, drug and alcohol screen and background investigation with not more than two moving violations or accidents in the past three years, no more than one DWI/DUI in a lifetime, and no DWI/DUI in the past five years. 
Working Conditions and Physical Requirements: Works primarily in a typical, climate controlled office environment. Average amount of overtime and extended work hours are required. The noise level in the work environment is usually moderate. While performing the duties of the job, the employee occasionally works in outside weather conditions. Standard physical activity includes, but is not limited to, sitting, standing, and walking activities. Essential and marginal functions require maintaining physical conditions necessary to carry/lift/push or pull loads up to 10lbs.
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