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Status: Non Exempt

Customer Service Representative (CSR) 
Definition

The Customer Service Representative is responsible for providing quality customer service for all internal and external customers by applying in-depth knowledge of Missoula Aging Services (MAS) programs and services as well as communicating effectively with team members.

The CSRs coordinate varied client support functions such as administrative, reception, secretarial/clerical, facilities, data management, data entry and nutritional supplement requests.  

Essential Duties
(The following are intended to illustrate typical duties; they are not meant to be all inclusive or restrictive.)

1) Support agency’s mission and philosophy and fully participates in agency’s goals and objectives.

2) Customer Service Representative Specific Duties:

a. Greet clients’ vendors and community members warmly and ascertain the reason for their visit.
b. Clients/visitors/callers with an urgent need, crisis situation or who indicate a suicide risk shall immediately be referred to the Resource Specialist assigned to Walk-ins. The CSR shall also notify the Community Services Director to provide additional support and direction.
c. Maintains an acute awareness of building and visitor safety issues.  Reviews the critical alerts database each week, screens all visitors based on the critical alerts database.  Assesses each visitor in terms of assessing risk for MAS staff and other visitors. Follows appropriate protocol if a visitor is on the critical alerts database or represents a threat to MAS staff and other visitors.

d. Manages Nutritional Supplement program including intake, data entry, order processing and fulfillment, payment processing and inventory control.   
e. Opens delivered mail under dual control, sorts and directs mail to the appropriate recipients. 

f. Receives, processes and records payments for clients using computer and electronic applications. Receipts cash payments. Reconciles end of day batch processing.
g. Performs data entry processes for program specific databases and/or coordinates database management including Volunteer Reporter, Serve Tracker, FR50, Abila Accounts Receivables, Capstone and other client databases as appropriate.  Maintains client records by updating shared client database.
h. Assists in maintaining comprehensive resource information database by entering call record information. 

i. Project assistance to other departments with ongoing or special projects to include mailings and publications. Manages bulk mailing projects.

g) Assists in compiling various reports. Prepares and/or compiles routine reports, surveys and documents. 
h) Coordinates the purchase of supplies and materials. Assists in inventory management and distribution of office supplies. Stocks incoming deliveries. 
i) Maintains reception, lobby and other common areas such as staff room, conference rooms, and entryways to provide a welcoming environment.
3) Customer Service Team General Duties:

a) Manage overflow calls from Call Center in a timely manner, providing assistance as appropriate, transferring to staff as requested or referring to the proper agency resource. 
b) Provide appropriate assistance to clients/visitors/volunteers/vendors/callers by actively listening, clarifying issues and providing basic assistance or directing to appropriate MAS resource.

c) Document calls correctly into computer tracking system according to procedure.

d) Keep equipment operational by following established procedures; assisting with troubleshooting and reporting malfunctions.

e) Schedule appointments using staff Outlook calendars as needed; mail requests for information. 
f) Update job knowledge by participating in educational opportunities.
4) Practices positive teamwork (i.e. practices collaboration and open communication; embraces diversity; is open to change and continuous improvement; encourages and empowers others to achieve).

5) Performs related duties as assigned.

Supervision Received
Works under the general direction of the Customer Service Manager.

Supervision Exercised
May supervise volunteer positions as assigned.

Working Relationships
The work entails interacting with varied Missoula Aging Services staff as well as varied vendors, professionals, agency clients and the general public.  Work is performed within a team environment.

Physical/Mental Demands & Working Conditions
Requires moderate physical effort, moving between 5 and 25 pounds, on a regular basis (25% of the time). Requires high attention to detail or deadlines on an occasional basis (between 15% and 45% of the time). While performing the duties of this Job the employee regularly (25% of the time) walks, stands, bends or stoops, kneels or squats, works with arms above shoulders, performs repetitive movements and distinguishes colors. The employee is frequently (45% to 70% of the time) required to use fingers to grasp or pinch and use clear distance vision (20+ft.). The employee is required to continuously (over 70% of the time) be able to sit, have full use of two hands, keyboard, use clear close vision (under 20 inches), hear normal conversations and speak. The employee intermittently (less than 15% of the time) is required to work alone, 
Work requires exposure to one disagreeable element present in moderate intensity, on an intermittent basis (less than 15% of the time). The work requires occasional travel within the Missoula community. Must possess a valid driver’s license and maintain vehicle insurance as required by MT law.
Qualifications

Knowledge:  Considerable knowledge of business communication and modern office practices. Working knowledge of personal computers and other general office technology (e.g. phone systems, facsimile).  General knowledge of accounting principles and practices. Working knowledge of arithmetic. 
Skill:  Considerable skill in conducting assessments to determine caller’s/client’s need/request and to provide appropriate information and referrals. Strong verbal and written communication skills.  Above-average skill in gathering and organizing data. Above average skill in the use of a personal computer and common computer applications including Microsoft Office Suite.  Average skill in the use of accounting software.  Average skill in the use of basic mathematics to solve problems. Demonstrated skill in the use of modern office equipment.  Average skill in scheduling, assigning and monitoring work.  Demonstrated organizational skills.
Ability:  Ability to work within a team concept using a prescribed approach. Ability to successfully interact with a wide range of individuals and organizations of diverse backgrounds and viewpoints. Ability to see details of objects at a close range (within a few feet of the observer).  Ability to analyze, compare and interpret facts and figures quickly.  Ability to add, subtract, multiply, or divide quickly and correctly.  Ability to work within a team concept. Ability to work with minimal supervision.
Education and Experience: Position requires two years of formal training beyond high school, and three years of related work experience (e.g. office management, administrative support, administrative secretary/reception, customer service, call center) OR a suitable combination of education and experience. Volunteer work may be considered in evaluating work experience.
Competency

Professionalism: Approaches others in a friendly and tactful manner; Reacts well under pressure; Treats others with respect and consideration regardless of their status or position; Accepts responsibility for own actions; Follows through on commitments.

Quality: Demonstrates accuracy and thoroughness; Looks for ways to improve and promote quality; Applies feedback to improve performance; Monitors own work to ensure quality.

Quantity: Meets productivity standards; Completes work in timely manner; Strives to increase productivity; Works quickly.
Safety and Security: Observes safety and security procedures; Reports potentially unsafe conditions; Uses equipment and materials properly.

Personal Attributes

It is essential for this position to be open-minded and flexible with regard to work to be performed. This position will require a great amount of self-motivation, self-directedness and discipline. Must be able to work and perform under moderate to high pressure. A high level of organizational skill is necessary in receiving and prioritizing clients. Must be willing to assist other co-workers as needed without direction to do so. Teamwork and flexibility are essential to this position and to the company.

It is essential that the person in this position understand the policies and procedures as set out by management, and work as a team member for the good of the company.  This position will be cross-trained in other areas of the support staff duties. 

I understand that this job description is presented as a matter of information only and nothing contained in this job description shall be construed as an agreement or contract of employment between Missoula Aging Services and the employee. 

I acknowledge receipt of job description, and have read and understand the duties outlined above.

Signature of Employee:







Date:
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