UTILITY BILLING AND CUSTOMER SERVICES SPECIALIST
                 
General Statement of Duties
Performs difficult administrative, customer service and fiscal work in support of the utility and other customer services. 

Distinguishing Features of the Class

An employee in this class is responsible for Town customer service, utility billing, coordination with field crews on changes; creation of new customer accounts in the data base; entering utility payments into the data base; preparation of past due notices; final bills and account close outs and handling more complex customer issues. Other work includes coordinating  transition and utilization of updated software, AMI and other technology; occupancy tax accounting and coordinating. The work requires considerable knowledge of the Town’s services, utility customer service policies and field activities and considerable tact, strong office technology skills, coordination skills, and courtesy in public contact functions.  Considerable tact and courtesy are required in these public contact functions. Work is performed under regular supervision and is evaluated through conferences, by review of appropriate records and reports, and the accuracy and  thoroughness of assigned responsibilities.

	Duties and Responsibilities

Essential Duties and Tasks
Establishes and maintains customer utility accounts and data base; updates accounts with bills, payments, meter change outs, deposits and deposit refunds, address changes, etc.; performs inquiry on accounts to solve customer billing and payment problems; explains processes and fees to customers; maintains database for bank drafts.
Operates AMI system to inquire on customer usage, leaks and create bills;  coordinates with field staff; reviews bill edit lists; prepares and reviews customer utility service disconnection lists and coordinates with field staff; creates and uploads billing file to billing vendor; calculates special bills; troubleshoots meter reading equipment.
Assists customers with establishing utility accounts; describes and assists customers with utility and other municipal services; establishes customer account data base; coordinates connection and disconnection of service with field staff; prepares final bill and determines deposit refunds.
Trouble-shoots billing problems with customers, field staff, real estate agents, developers and others; prepares adjustments for approval on accounts to correct errors, for broken lines, etc.; prepares final bills when customers move; maintains updated data base on meter numbers and locations.
Provides general customer service to citizens regarding all Town services; answers questions and complaints from citizens, researches problems, and provides answers to their questions; takes payments and enters into data base; refers precedent setting issues to higher level management for advice and consultation.
Works closely with accounting to prepare information to post utility transactions to general ledger; assists with balancing utility funds and correcting line item postings as necessary
Troubleshoots utility meter and billing software and coordinates with software vendor to correct problems as required.
Prepares a variety of records and reports compiling information from the utility customer data base, consumption records, rate study information, and other sources and uses; updates fee schedules; prepares various documents, records and reports; assists the public and other staff with various projects.
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	Collects delinquent utility accounts utilizing phone calls, letters and Debt Setoff software.
	Maintains spreadsheet of occupancy tax receipts and follows up with delinquencies; coordinates with rental agencies; performs VRBO and similar program discoveries; troubleshoots reporting problems.
May be assigned additional duties or special assignments as needed.

	
Additional Job Duties
Assists, trains, and backs up other staff. 

Performs related duties as required.

	Recruitment and Selection Guidelines

Knowledges, Skills, and Abilities
Considerable knowledge of local policy and state statutes regarding utility billing and meter operations.
Considerable knowledge of modern technology applications to meters, collections and accounts maintenance.
Knowledge of modern office procedures and related office and specialized financial package technology equipment, software, and peripherals.
Knowledge of all municipal services.
Some knowledge of paraprofessional accounting principles and practices.
	Skill in effectively communicating Town services, utility billing and collection policies and procedures. 
Skill in collaborative conflict resolution, teamwork and customer service excellence.
	Ability to work accurately with money, checks, data and figures and accurately perform standard mathematical calculations.
	Ability to communicate effectively in oral and written forms and to deal with the public in a tactful and courteous manner, some of whom may be difficult or angry.
Ability to create and maintain accurate records, reports, and files in support of a customer oriented operation.
Ability to coordinate other staff including training, work assignment and quality control.
Ability to establish and maintain effective work relationships with the public, other staff, and public officials.
Ability to organize work for efficient processing, set and follow effective work priorities, and meet established deadlines.
Accuracy in the entry of data and compilation of records and reports.

Physical Requirements
Must be able to physically perform the basic life operational functions of stooping, kneeling, reaching, standing, walking, pulling, pushing, fingering, grasping, feeling, 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 monies, checks and other instruments and to operate a computer terminal and calculator.

Desirable Education and Experience.
Graduation from high school, supplemented by courses in business or accounting, and considerable experience in a billing and/or collections operation involving heavy public contact and the application of information technology to customer accounts and bills; or an equivalent combination of education and experience.

Special Requirement
	Possession of a valid North Carolina driver’s license.
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