
CITY OF SHORELINE

CUSTOMER RESPONSE TEAM REPRESENTATIVE
Class specifications are intended to present a descriptive list of the range of duties performed by employees in the class.  Specifications are not intended to reflect all duties performed within the job.
DEFINITION
To respond to customer inquiries and complaints concerning City drainage, sidewalk and roadway maintenance, traffic, vegetation, park concerns and substandard building conditions; to advise City staff and the public on ADA, code compliance, and traffic mitigation requests; and to perform research and maintain records on limited scope projects.

SUPERVISION RECEIVED AND EXERCISED
Receives supervision from the Customer Response Team Supervisor.

Exercises technical and functional supervision over contract staff.

ESSENTIAL AND MARGINAL FUNCTION STATEMENTS   Essential and other important responsibilities and duties may include, but are not limited to, the following:
Essential Functions:
1.
Receive and respond to requests from the public and various City departments; investigate requests for service concerning drainage, sidewalk and roadway maintenance, traffic, vegetation, park concerns and substandard building conditions.

2.
Respond to, investigate and resolve requests regarding compliance with the Americans with Disabilities Act; investigate validity of request and take appropriate action.

3.
Plan, schedule and supervise the activities for monitoring and maintaining City street systems, alleys, right-of-ways, bridges, sidewalks, culverts and drainage systems; oversee street, pavement, sidewalk, curb and gutter construction and repair.

4.
Estimate materials, time and personnel required to complete work projects; develop schedules accordingly.

5.
Request bids and work with contractors on various projects; inspect completed work and work in progress; ensure compliance with applicable laws, codes and regulations.

6.
Perform duties related to flood, snow, ice and vegetation control, and removal and clean-up of hazardous waste spills.

7.
Confer with City Attorney to ensure that City laws and ordinances are adhered to; assure uniformity of interpretation, application and enforcement of regulations, codes and conditions.

8.
Provide information and services to various other City departments, outside agencies, organizations and the general public; attend and participate in professional group meetings as required.

9.
Plan and coordinate the preparation of surface treatments using cold and hot patching and sealing techniques; 
perform traffic control duties as required.

10.
Assist or oversee the flushing and removing of debris and roots from sewer and drain lines; read and interpret blue prints, plat maps and schematics to locate storm, sewer and water systems.

11.
Coordinate the cleaning and maintenance of storm drains; load debris, concrete, asphalt and other waste materials into dump trucks; haul debris to waste sites.

12.
Operate and maintain a variety of hand tools, flagging and traffic control devices and office equipment; maintain inventory of tools, equipment and supplies in clean, safe and proper working condition.

13.
Compose a variety of written materials including reports, discussion papers, graphics and other materials; collect, analyze and interpret social, economic and demographic data.

14.
Respond to emergency situations on a 24-hour basis.

Marginal Functions:
1.
Serve as staff on a variety of boards, commissions and committees; prepare and present staff reports and other necessary correspondence.

2.
Perform related duties and responsibilities as required.

QUALIFICATIONS

Knowledge of:
Technical aspects of field of specialty.

Operational characteristics, services and activities of a customer service and response program.

Operations, services and activities of a public works department.

Principles and practices of research and analysis.

Principles and practices of street and roadway maintenance.

Specialized construction, maintenance and repair procedures.

Principles and practices of customer relations.

Principles of business letter writing and basic report preparation.

Occupational hazards and standard safety practices.

Operational characteristics of hand tools and traffic control devices.

Pertinent Federal, State and local laws, codes and regulations.

Ability to:
Effectively respond to citizen complaints and inquiries.

Collect, analyze and interpret data.

Read and interpret blue prints, plat maps and schematics.

Operate a variety of hand tools and traffic control devices in a safe and effective manner.

Oversee street, pavement, sidewalk, curb, and gutter construction and repair.

Ensure work projects are completed according to codes, specifications and timelines.

Prepare clear and concise administrative and financial reports.

Respond to emergency situations on a 24-hour basis.

Interpret and apply Federal, State and local policies, laws and regulations.

Work independently in the absence of supervision.

Communicate clearly and concisely, both orally and in writing.

Establish and maintain effective working relationships with those contacted in the course of work.

Maintain physical condition appropriate to the performance of assigned duties and responsibilities.

Experience and Training Guidelines
Any combination of experience and training that would likely provide the required knowledge and abilities is qualifying.  A typical way to obtain the knowledge and abilities would be:

Experience:

Two years of increasingly responsible public works maintenance experience including some customer service experience.


Training:

Equivalent to the completion of the twelfth grade supplemented by specialized training in street or storm drainage maintenance, customer service or a related field.


License or Certificate:

Possession of, or ability to obtain, a valid Washington State Driver's License.


Possession of, or ability to obtain, a valid flagging certificate.


Possession of, or ability to obtain, a first aid/CPR certificate.

WORKING CONDITIONS
Environmental Conditions:

Field environment; travel from site to site; exposure to noise, dust, grease, smoke, fumes, gases, inclement weather conditions; work in or with water; work on slippery or uneven surface..

Physical Conditions:

Essential and marginal functions may require maintaining physical condition necessary for heavy lifting; walking, standing or sitting for prolonged periods of time; bending, stooping, kneeling, crawling; operating motorized equipment and vehicles; near visual acuity for the interpretation of blue prints and schematics and utilizing computer screen and keyboard.

PRIVATE 
Note:
1.
Any combination of education and experience may be substituted, so long as it provides the desired skills, knowledge and abilities to perform the essential functions of the job.

2.
All requirements are subject to possible modification to reasonably accommodate individuals with disabilities.  However, some requirements may exclude individuals who pose a direct threat or significant risk to the health and safety of themselves or other employees.

3.
While requirements may be representative of minimum levels of knowledge, skills and abilities to perform this job successfully, the incumbent will possess the abilities or aptitudes to perform each duty proficiently.

4.
This job description in no way implies that these are the only duties to be performed.  Employees occupying the position will be required to follow any other job-related instructions and to perform any other job related duties requested by their supervisor.

I have read and understand this class description.

PRIVATE 
Signature

Date




