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CUSTOMER SERVICE REPRESENTATIVE

General Statement of Duties 


Performs responsible accounts receivable and collection duties for the Town’s utility and tax customer service and collections function.

Distinguishing Features of the Class


An employee in this class will perform collection functions for utilities and taxes. Work also includes a variety of customer service, cashiering, cash receipting and data entry tasks for the Town’s utility customer service and collections function. Collections duties include accepting payments in person and by mail for water and sewer, and solid waste services, tax payments, recreation fees, departmental deposits, etc.; providing receipts; and posting transactions to appropriate accounts.  Work also includes providing customer service and reception work answering the phone, transferring calls to various departments, dispatching service calls to field repair staff and completing work orders to document calls for service. Courtesy and tact are required in extensive customer contact by telephone and in person. The work also requires knowledge of the organization and skill customer contact and in explaining customer service policies and procedures.  Work is performed under regular supervision and is evaluated based on observation, conferences, accuracy and timeliness of work performed and customer feedback.

Duties and Responsibilities

Essential Duties and Tasks

Processes the 30-60-90 day utility collections, using phone calls, NC Debt Setoff and collection agencies per procedure; processes collection of delinquent tax accounts through wage garnishments, bank attachments, Escheats, NC Debt Setoff and collection agencies.
Receives payments from customers in person and by mail for water and sewer and solid waste accounts, tax payments, tap fees, recreation fees, departmental deposits, etc.; accepts and processes payments in cash, by check, credit card or third party collections; provides receipts to customers for payments; posts payments to the appropriate accounts; enters payments into customer accounts data base.

Provides customer service; answers inquiries in person and by phone about due dates, accounts, bills, payments, etc.; explains policies and procedures and actions being taken; refers more difficult situations to others for resolution.


Processes improper payments, partial payments, and full payments in accordance with established processes and procedures.

Takes information to establishes new customer accounts or to close out accounts.

Receives requests for a variety of Town services; completes service work orders; notifies departments of work orders and/or dispatches service requests to field repair staff. 


Communicates with co-workers on outstanding issues such as incomplete applications, outstanding invoices, balances, etc. to ensure coworkers are aware of work status.
Additional Job Duties  

Purges customer accounts.     


Performs related duties as required.


Recruitment and Selection Guidelines

Knowledge, Skills, and Abilities


Knowledge of the Town's utility customer service and collection policies, practices and procedures.

Working knowledge of the interrelationships of the Town’s collections, billing, reporting and accounting processes.  

Working knowledge of modern office procedures and related office information technology equipment, software, and peripherals used in a collections function.

Skill in operating a computer and 10-key calculator as needed in the performance of duties.

Skill in collaborative conflict resolution and customer contact.

Ability to learn and perform each step in the collections process.


Ability to work accurately with money, checks, credit card transactions, data and figures and accurately perform standard mathematical calculations.


Ability to prepare and maintain collections and related records.


Ability to file and maintain records and information in proper order for processing.


Ability to communicate effectively in oral and written forms.


Ability to establish and maintain effective working relationships with supervisors, co-workers and the general public.

Ability to enter data accurately and proof own work.
Physical Requirements

Must be able to physically perform the basic life operational functions of stooping, kneeling, crouching, reaching, standing, pushing, pulling, fingering, grasping, talking, hearing, and repetitive motions.


Must be able to perform sedentary work exerting up to 10 pounds of force occasionally and/or a negligible amount of force frequently or constantly to lift, carry, push, pull, or otherwise move objects.


Must possess the visual acuity to work with data and figures, count and inspect money, checks and other instruments and to operate a computer terminal and calculator.

Desirable Education and Experience


Graduation from high school supplemented by some experience in a cashiering or accounting clerical position, and experience in customer contact; or an equivalent combination of education and experience.
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