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Job Title

|Customer Service Manager |

Department Location

[Customer Service | [Main Office |
Reports To Job Status

[Chief Financial Officer | [Full-Time |

Pay Status Job Grade

[Exempt | [624 |

Date Created / Updated

[04/22/2022 |

Position Summary

The Customer Service Manager is responsible for providing direction and expertise in leading, managing, and coordinating the
day to day operational duties of the Customer Service department with the goals of enhancing NBU customer satisfaction and
utilizing technological advances to enhance the customer experience.

The Customer Service Manager must possess strong interpersonal and leadership skills to create and cultivate internal and
external working relationships to accomplish the mission and goals of the organization. The Customer Service Manager must
have the ability to successfully deal with customers and be able to resolve and/or diffuse complex situations. This position
requires an individual with a service and results-oriented mentality to assist in strategic planning, customer resolution, and
overseeing multiple areas within the department.

The Customer Service Manager fosters a diverse team environment where employees excel through encouragement and
empowerment, and respectfully sharing ideas and recommendations for continuous improvement.




Essential Duties and Responsibilities

MANAGEMENT

- Achieves staff results by communicating job expectations; planning, monitoring, and appraising job results; coaching,
counseling, and disciplining employees; developing, coordinating, and enforcing systems, policies, procedures, and
productivity standards

- Promotes a positive work environment and encourages teamwork to accomplish results

- Reviews and approve purchases

- Analyzes and prepares departmental reports, statistical reports, board reports, and presentations

- Attends managers' meetings and reports appropriate information to direct reports

- Communicates effectively both in written and oral modes

- Establishes strategic goals by gathering pertinent business, financial, service, and operations information; identifying and
evaluating trends and options; choosing a course of action; defining objectives; evaluating outcomes

- Maintains professional and technical knowledge by attending educational workshops, reviewing professional publications,
establishing personal networks, benchmarking state-of-the-art practices; participating in professional societies

- Accomplishes financial objectives by forecasting requirements; prepares and monitors annual O & M, capital, and personnel
budgets; scheduling expenditures; analyzing variances; initiating corrective actions

- Leads by example and motivates staff members to work as a team and to maintain a productive work environment

- Provides support and handles escalated customer concerns in all areas of the Customer Service department, as needed, and
resolves grievances

- Establishes priorities and multi-tasks so that all duties are completed under pressures of time constraints and deadlines

- Maintains calm composure and commitment to work during periods of heavy workload and stressful situations

- Ensures departmental key processes are completed timely and accurately and customers are assisted timely

- Ensures personnel are safety conscious and adhere to NBU safety guidelines and practices at all times and in all situations
- Maintains annual contracts, renewals, and execution. Ability to write and evaluate requests for bid or proposals

- Regular review of departmental policies and recommendations for updates and improvements

- Collaborates with Technology Systems preparing the annual Red Flag report

- Maintains service level of accounts

- Monitors aging balances and implement action plans to improve collection

ESTABLISH MEASURES AND MANAGE INITIATIVES TO ACHIEVE NBU CUSTOMER SATISFACTION
PERFORMANCE GOALS

- Creates annual department performance goals

- Monitors and reports progress toward achieving the goals

- Monitors customer satisfaction

- Performs periodic audits for quality assurance purposes

- Establishes, develops and communicates service metrics

- Monitors and analyzes results

BILLING

- Ensures revenue stream is protected and accurately accounted for

- Reviews and analyzes billing reports against rate structure and ordinance guidelines
- Ensures billing schedule is adhered to without deviation

- Manages relationship and contract with third-party billing services provider

- Routinely updates and reviews rate comparisons for benchmarking purposes

CUSTOMER SUPPORT

- Possesses a thorough understanding of the utilities chapter of the City of New Braunfels Code of Ordinances as it relates to
NBU services

- Ability to understand how bills are calculated and effectively communicate that to customers

- Researches and resolves customer concerns




Formal Education and Work Experience Requirements

Degree/Diploma Obtained Field of Study

[Bachelors | [Communications, Business or Related Field

Work Experience Time Frame

[Five Years or More |

Other

Certification and Licensures Requirements

- A valid Texas Driver’s License is required to operate a company vehicle when needed.

Other Minimum Quialifications

- A minimum of five years experience in a customer service or related field, including at least three years in supervisory
management.

- Seven plus years of relative experience may be considered in lieu of college degree.
- Technical ability sufficient to analyze, design, and create various statistical reports as directed

- Ability to produce correspondence, reports, user-friendly spreadsheets, and other documents that are accurate and clearly
understood

- Strong sense of urgency, personal initiative, and drive to be able to work effectively under extreme deadlines and changing
priorities
- Ability to manage multiple multiple projects using Project Management techniques




Knowledge of Computer Software

No Knowledge Beginner Intermediate Expert

Arc GIS
AutoCAD
Crystal Reports
Microsoft Access
Microsoft Excel
Microsoft Word

Microsoft Publisher
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Microsoft Powerpoint

Other Software Knowledge

Harris NorthStar (CIS system) including mCare, Fixed Network, Meter Sense, Silver Springs, Customer Connect, Invoice
Cloud (3rd party payment processor), ADP (payroll), DataProse (outsourced bill mailer), Halogen (evaluations), Scanner,
Online Utility Exchange (identification verification), Cognos Reporting, Milsoft IVR, Taske (call management), Cityworks,
Microsoft Office Suite, VPN connectivity, avaya soft phone, Dynamics GP, Workplace.

Experience with Machines, Tools, Equipment and Other Work Aids

Personal Computer, Copier, Fax Machine, Scanner, Printer, Receipt Printers, Calculator, Telephone, Postage Machine,
Currency Counter

Physical Demands

Standing

|Occasionally [O] Making Presentations
[O] Observing Work Site
[O] Observing Work Duties
[O] Communication with Co-workers




Fine Dexterity

[Constantly

Walking

[Occasionally

Lifting

[Occasionally

Carrying

[Occasionally

Sitting

[Frequently

Reaching

[Occasionally

Handling

[Frequently

Kneeling

[Occasionally

Crawling

[Rarely

[O] Computer Keyboard
[O] Telephone Keypad

[O] Calculator

[] Calibrating Equipment

@ To Other Departments / Offices/Office
Equipment

@ Around Worksite

[O] Supplies
[O] Equipment

@ Files

[O] Supplies
[O] Equipment

@ Files

[O] Desk Work
[O] Meetings
[] Driving

[O] For Supplies
[O] For Files

[O] Paperwork
[] Monies

[O] Filing in Lower Drawers

[O] Retrieving Items From Lower Shelves /
Ground

[O] Under Equipment
[] Inside Attics / Pipes / Ditches



Pushing / Pulling

[Occasionally

Climbing

[Occasionally

Vision

[Constantly

Foot Controls

[Rarely

Balancing

[Rarely

Bending

[Occasionally

Crouching

[Occasionally

@ File Drawers
[O] Equipment
@ Table and Chairs

|:| Hose

@ Stairs

[O] Ladder
[O] Step Stool
[] Onto Equipment

[O] Reading

[0] Computer Screen
[[] Driving

[[] Observing Worksite

[O] Driving
[] Operating Heavy Equipment
[] Dictaphone

[O] On Ladder
[] On Equipment
[O] On Step Stool

[O] Filing in Lower Drawers

[O] Retrieving Items form Lower Shelves /
Ground

[[] Making Repairs

[O] Retrieving Items From Lower Shelves /
Ground

[O] Filing in Lower Drawers



Hearing

[Constantly

Twisting

Communicating Vis Telephone / Radio,
to Co-Workers / Public

[] Listening To Equipment

[Frequently

Talking

[Constantly

Other

[0] From Computer to Telephone
[[] Getting Inside Vehicle

Communicating Via Telephone / Radio,
to Co-Workers / Public

Environmental Factors

Extreme Temperature (Heat,
cold, extreme temp. change)

Wetness and/or humidity
(bodily discomfort from
moisture)

Respiratory Hazards (Fumes,
gases, chemicals, dust, and
dirt)

Noise and Vibration
(sufficient to cause hearing
loss)

Physical Hazards (High
voltage, dangerous
machinery, aggressive
Customers)

Never Seasonally Several
Times Per
Year
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Several
Times Per
Month
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Several Daily
Times Per
Week
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Health and Safety Conditions

Never (Never Rarely  (Less  Occasionally Frequently Constantly (2/3
Occurs) than 1 hour per = (1/3 or more of = (From 1/3to 2/3 = or more of the
week) the time) of the time) time)

Mechanical Hazards
Chemical Hazards
Electrical Hazards
Fire Hazards
Explosives

Communicable Diseases
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Physical Danger or Abuse

Other

Primary Work Environment

[O] Office Environment
[] Warehouse

[] Shop

[] Vehicle

[] Outdoors / Field

Other




Overall Strength Demands

[O] Sedentary - Exerting up to 10 pounds occasionally or negligible weight frequently, mostly sitting

|:| Light - Exerting up to 20 pounds occasionally, 10 pounds frequently, walking or standing often

[] Medium - Exerting 20 - 50 pounds occasionally, 10 - 25 pounds frequently, or 10 pounds constantly

[] Heavy - Exerting 50 - 100 pounds occasionally, 25 - 50 pounds frequently, or 10 - 20 pounds constantly
[] Very Heavy - Exerting 50 pounds constantly

Non-Physical Demands

Never Rarely Occasionally Frequently Constantly

Time Pressure
Emergency Situations
Frequent Change of Task

Irregular Schedule /
Overtime

Performing Multiple Tasks
Simultaneously

Working Closely with
Others as Part of a Team

Tedious or Exacting Work

Noisy / Distracting
Environment
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Other




Employee Statement of Understanding

THIS JOB DESCRIPTION DOES NOT CONSTITUTE AN EMPLOYEE AGREEMENT BETWEEN NEW BRAUNFELS
UTILITIES (NBU) AND THE EMPLOYEE. Nothing is this position description restricts NBU's ability to assign, reassign or
eliminate duties and responsibilities of this job at any time.

I HAVE READ AND RECEIVED A COPY OF THIS JOB DESCRIPTION.

Employee's Signature Date

Employee's Name (PLEASE PRINT)
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	Frequent Change of Task_DYCFjuWi4k05y1mDwv*MHA: Constantly
	Emergency Situations_7pwAXsQg1y3TttALqJQs1A: Rarely
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- Technical ability sufficient to analyze, design, and create various statistical reports as directed 
- Ability to produce correspondence, reports, user-friendly spreadsheets, and other documents that are accurate and clearly understood 
- Strong sense of urgency, personal initiative, and drive to be able to work effectively under extreme deadlines and changing priorities
- Ability to manage multiple multiple projects using Project Management techniques
	Certification and Licensures R_4Qa09vsQfCGg0fx7Ar6rmA: - A valid Texas Driver’s License is required to operate a company vehicle when needed.
	Other_wevdsenaSgWaZNQZQI35rg: 
	Work Experience Time Frame_5fUNSVD4xdkl6RvDZRcj1w: [Five Years or More]
	Field of Study_E9H8iO2gvuboM9uEpTXqcg: Communications, Business or Related Field
	Degree/Diploma Obtained_nSJtsutFm3cpbhV2bqloOQ: [Bachelors]
	Essential Duties and Responsib_eNzexXbRmDfY4Dd1ucczVg: MANAGEMENT
- Achieves staff results by communicating job expectations; planning, monitoring, and appraising job results; coaching, counseling, and disciplining employees; developing, coordinating, and enforcing systems, policies, procedures, and productivity standards 
- Promotes a positive work environment and encourages teamwork to accomplish results 
- Reviews and approve purchases 
- Analyzes and prepares departmental reports, statistical reports, board reports, and presentations 
- Attends managers' meetings and reports appropriate information to direct reports 
- Communicates effectively both in written and oral modes 
- Establishes strategic goals by gathering pertinent business, financial, service, and operations information; identifying and evaluating trends and options; choosing a course of action; defining objectives; evaluating outcomes 
- Maintains professional and technical knowledge by attending educational workshops, reviewing professional publications, establishing personal networks, benchmarking state-of-the-art practices; participating in professional societies 
- Accomplishes financial objectives by forecasting requirements; prepares and monitors annual O & M, capital, and personnel budgets; scheduling expenditures; analyzing variances; initiating corrective actions
- Leads by example and motivates staff members to work as a team and to maintain a productive work environment
- Provides support and handles escalated customer concerns in all areas of the Customer Service department, as needed, and resolves grievances
- Establishes priorities and multi-tasks so that all duties are completed under pressures of time constraints and deadlines
- Maintains calm composure and commitment to work during periods of heavy workload and stressful situations
- Ensures departmental key processes are completed timely and accurately and customers are assisted timely
- Ensures personnel are safety conscious and adhere to NBU safety guidelines and practices at all times and in all situations
- Maintains annual contracts, renewals, and execution.  Ability to write and evaluate requests for bid or proposals
- Regular review of departmental policies and recommendations for updates and improvements
- Collaborates with Technology Systems preparing the annual Red Flag report
- Maintains service level of accounts
- Monitors aging balances and implement action plans to improve collection

ESTABLISH MEASURES AND MANAGE INITIATIVES TO ACHIEVE NBU CUSTOMER SATISFACTION PERFORMANCE GOALS
- Creates annual department performance goals 
- Monitors and reports progress toward achieving the goals 
- Monitors customer satisfaction 
- Performs periodic audits for quality assurance purposes
- Establishes, develops and communicates service metrics
- Monitors and analyzes results

BILLING
- Ensures revenue stream is protected and accurately accounted for
- Reviews and analyzes billing reports against rate structure and ordinance guidelines
- Ensures billing schedule is adhered to without deviation 
- Manages relationship and contract with third-party billing services provider
- Routinely updates and reviews rate comparisons for benchmarking purposes

CUSTOMER SUPPORT
- Possesses a thorough understanding of the utilities chapter of the City of New Braunfels Code of Ordinances as it relates to NBU services
- Ability to understand how bills are calculated and effectively communicate that to customers
- Researches and resolves customer concerns
- Provide diplomatic resolution to customer issues in order to miminmize escalation of concerns
- Provides personal customer contact via phone, mail, e-mail, or in-person 
- Manages the resolution of complex or out of policy operations problems 
- Provides information for Executive management interactions for escalated customer concerns
- Interacts with community service agencies and programs providing financial assistance for customers 
- Assists community agencies responsible for managing the NBU Utility Bill Assistance program with decisions to provide financial assistance to customers that fall outside of normal parameters
- Ensures customers receive support in a friendly, professional, and timely manner
- Create usage and billing reports and analysis for customer accounts

SPECIAL PROJECTS
- Works closely with IT to implement new solutions and software upgrades
- Works with Customer Service Staff on customer experience initiatives


BEST PRACTICES
- Identifies customer service trends 
- Prepares and completes action plans for process improvement 
- Identifies quality assurance standards by studying, evaluating, and re-designing processes 
- Evaluates program/work objectives and effectiveness 
- Works closely with CIS vendor and IT department to resolve issues with the CIS system
- Knowledge of CIS system and manages upgrades to the system
- Regularly reviews and updates the Service Conditions Policy
- Work closely with external vendor on Customer Satisfaction Survey
- Analyze Customer Satisfaction Survey results and identify opportunities for improvement


GENERAL RESPONSIBILITIES
- Maintains regular attendance; leave schedule should be managed so as to not interfere with ability to accomplish tasks, including special projects and assignments with deadlines or negatively affect direct reports' ability to do their jobs when applicable 
- Adheres to NBU safety guidelines and practices at all times and in all situations 
- Maintains a clean and safe work area, office, field site, and vehicle as applicable 
- Maintains strict confidentiality of business, employee, and customer information in written and oral communications and safeguard sensitive documents   
- Develops and maintains effective customer service skills for communications with co-workers, customers, and the public in general 
- Adheres to NBU policies and procedures 
- Exemplifies NBU Core Values of Integrity, Stewardship, Team, and Safety 
- Participates in and supports initiatives to reach annual NBU Performance Measures 

	Position Summary_cZmHG2WN0XgNYUkLFvRW8Q: The Customer Service Manager is responsible for providing direction and expertise in leading, managing, and coordinating the
day to day operational duties of the Customer Service department with the goals of enhancing NBU customer satisfaction and utilizing technological advances to enhance the customer experience.

The Customer Service Manager must possess strong interpersonal and leadership skills to create and cultivate internal and external working relationships to accomplish the mission and goals of the organization.  The Customer Service Manager must have the ability to successfully deal with customers and be able to resolve and/or diffuse complex situations.  This position requires an individual with a service and results-oriented mentality to assist in strategic planning, customer resolution, and overseeing multiple areas within the department.

The Customer Service Manager fosters a diverse team environment where employees excel through encouragement and empowerment, and respectfully sharing ideas and recommendations for continuous improvement.
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