CUSTOMER SERVICE MANAGER
Department:

Customer Service

Class Code:

27

Reports to:

Town Manager

FLSA Status:

Exempt

GENERAL PURPOSE: Under limited supervision, manages, supports and monitors the activities of the
Customer Services Division.
PRIMARY DUTIES AND RESPONSIBILITIES:
The following duties ARE NOT intended to serve as a comprehensive list of all duties performed by all employees
in this classification, only a representative summary of the primary duties and responsibilities. Incumbent(s) may
not be required to perform all duties listed and may be required to perform additional, position-specific duties.





















Oversees the activities of the Customer Services Division, which includes permitting, utility billing,
Business Licensing, Code Compliance, Building and support for Public Works, Engineering,
Development Services and other departments as assigned. Provides statistical reports of areas within
the division ensuring data integrity.
Ensure the consistent application of financial or procedural processes within the department.
Develops standard operating procedures (SOP’s) for customer service processes throughout the
organization. Perform training on SOP’s as appropriate and ensures the SOP’s are kept up-to-date.
Leads and oversee with the help of the Building Official, the running of and updating to the Town’s
chosen software tracking program.
In conjunction with the Development Services Director, help maintain the GIS system.
Acts as a technical supervisor which includes being familiar with all customer service operational tasks
and providing back-up in functions and duties when necessary.
Participates in the resolution of citizen complaints and complex issues.
Prepares and presents budgets of the various divisions.
Coordinates and participates in the management of software.
Ensures the Town’s policies and ordinances are consistently applied
Provides leadership in software development and customization. Works with the IT Department in
identifying and analyzing the needs of the department.
Communicates with and supports the Town Manager, Town Council, various Town Departments,
Divisions, and sections within the town
Monitors the effort and effect of the various divisions, recommends adjustments or new
policy/procedures to improve performance or processes
Supports the relationship between the Town and the constituent population by demonstrating courteous
and cooperative behavior when interacting with residents, visitors, and town staff.
Supports the Towns goals, priorities, and procedures enthusiastically.
Assists in the technical and development review process, coordinating the efforts and responses of
various department heads, agencies, and applicants.
Develops employees and their work product. Supervises employees work and looks for opportunities to
enhance an employee’s job or offer additional training or support.
Oversees, directs and plans all activities of Customer Service.
Performs related duties as required or assigned.

Customer Service Manager

Chino Valley

JOB DESCRIPTION

Customer Service Manager

MINIMUM QUALIFICATIONS:
Education and Experience:





High School diploma and a minimum of five years of detailed experience in any or all of the following
fields to include utilities, permitting and/or planning.
ICC Permit Technician Certification required.
Minimum five years supervisory experience to include performance management, performance
evaluation and training.
ICC Code Specialist Certification and ICC Zoning Inspector Certification preferred but not required.

Required Licenses or Certifications:
Possession of a valid State of Arizona driver’s license.
Required Knowledge of:







Town’s policies, ordinances, and procedures.
Principles and practices related to permitting and building code.
Principles and application of GIS and Web Management.
Software and application management.
Utility billing processes and requirements.
Sound management policies and procedures.

Required Ability to:













Develop and maintain effective working relationships with the Town staff, vendors, contractors,
consultants, Town Council, other jurisdictions, and the general public.
Work effectively with the other departments programs and services supported by the General Services
Department.
Monitor, Implement, develop and manage effective programs for the department.
Utilize computers, software, and programs.
Effectively supervise staff.
Manage multiple projects and tasks effectively.
Communicate effectively both orally and in writing.
Review options, choose effective options from alternatives, develop best solution programs/ procedures,
implement, and monitor results.
Change assignments, goals, in a cooperative and supportive manner.
Read technical code and interpret it. Ability to explain codes / requirements to staff, public and others.
Develop a team environment with various stakeholder, maintain a positive position for the Town.
Trouble shoot and problem solve.

Physical Demands / Work Environment:


Work is preformed both indoor and outdoor work environments. May require a full range of motion with
lifting or carrying supplies, materials or equipment. Vision requirements include close vision, distance
vision, color vision, peripheral vision, depth perception and the ability to adjust focus.

Core Values: Integrity, Teamwork, Respectful, Communication, Service, Leadership, Innovation
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