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AMADOR WATER AGENCY 
 
 

Job Title:   CUSTOMER SERVICE SUPERVISOR 
Department:  Financial Services 
Approved Date:  July 9, 2020 
FLSA Status:  Non-exempt 
Bargaining Unit: Supervisor Unit 
Range: 26 
 
Classification specifications (job descriptions) are intended to present a descriptive summary 
of the range of duties and responsibilities performed by an incumbent in the classification. 
Furthermore, specifications are intended to outline the minimum qualifications for entry into the 
classification and are not intended to reflect all duties of an incumbent. 
  
SUMMARY  
Under supervision of the Financial Services Manager, provides day-to-day 
leadership to customer service staff to ensure a variety of functions related to 
customer service are carried out in accordance with Agency policies and 
procedures related to water and wastewater services and ensure a high level 
of customer service, and other duties as assigned. 
 
ESSENTIAL DUTIES AND RESPONSIBILITIES 
The following duties are typical for this position. Depending upon the 
assignment, the employee may not perform all of the listed duties and/or may 
be required to perform additional or different duties from those set forth below 
to address Agency needs and changing business operations. The omission of 
specific statement of duties does not exclude the position if the work is 
similar, related or a logical assignment to the class. 
 

1. Plans, organizes and supervises customer billing, meter reading, 
collections and customer services activities. 

2. Participates in interviewing, hiring, training and cross-training of staff. 
3. Regularly monitors performance and provides coaching for 

performance improvement and development. Prepares and delivers 
performance evaluations. 

4. Monitors performance and customer service statistics and receives 
public input to improve service delivery and identify and evaluate 
customer trends. 

5. Evaluates and recommends revisions to the Agency’s Water and 
Wastewater Rules and Regulations and other policies. 

6. Interprets and enforces the Agency’s Water and Wastewater Code 
relating to water and wastewater issues/questions. 

7. Develops department procedures and ensures that all staff are trained 
and have the resources in their Customer Service binders; as well 
ensuring that the procedures remain current and up-to-date. 

8. Assist in expediting resolution to customer complaints; fostering an 
environment of resolving customer issues professionally and 
respectfully. 

9. Participate in Customer Service/Operations Meetings. 
10. Responsible for Annual Constructed Conveyance Program and any 

required follow up. 
11. Process annual wastewater consumption review, including updating 
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spreadsheets for engineering use, processing consumption updates 
to commercial accounts with customer notifications. 

12. Assist Manager in annual budgeting. 
13. Responsible for the Customer Service Calendar - utilizing the master 

meter reading, billing, tags, shut offs, etc. calendar, create and 
maintain the electronic UB calendar, with assistance of the Financial 
Services Manager as needed. 

14. Handle special, unique and difficult situations with the assistance of 
the Manager. 

15. Ensure that meter reading and billings are completed in a timely 
manner. 

16. Diplomatically resolves customer complaints by phone, email or in 
person regarding billing and explains programs and services offered 
by the Agency. 

17. Recommends changes and enhancements to Agency’s customer 
service software system. 

18. Develops and administers customer service oriented training 
programs to customer service staff. 

19. Works with other departments to ensure customer satisfaction. 
20. Responsible for the Cash and Checks received on a daily basis. 
21. Responsible to ensure excellent customer service. 
22. Adheres to and enforces Agency safety policies and procedures. 
23. Responsible for the development and maintenance of the Water 

Efficiency Program and supervises staff assigned to support 
conservation activities. 

24. Assists the Financial Services Manager in directing, overseeing and 
participating in the development and implementation of the 
Community Outreach and Communication Program. 

 
QUALIFICATIONS  To perform this job successfully, an individual must be 
able to perform each essential duty satisfactorily. The requirements listed 
below are representative of the knowledge, skill, and/or ability required. 
Reasonable accommodations may be made to enable individuals with 
disabilities to perform the essential functions. 
 
Knowledge of: 

1. Principles and practices of efficient and effective customer service via 
face-to-face, over-the-phone and electronic means. 

2. Customer account maintenance; use of electronic customer database, 
payment and billing systems. 

3. Records management principles and practices. 
4. Business arithmetic. 
5. Standard business practices such as letter writing, report writing, 

preparing informational materials in visual formats. 
6. English language usage, spelling, grammar and punctuation. 

 
Ability to: 

1. Respond to and effectively prioritize multiple phone calls and other 
request or interruptions. 

2. Communicate clearly and concisely both orally and in writing with 
Agency staff, co-workers and the public. 

3. Learn, interpret and apply applicable policies, procedures, laws, 
codes and regulations pertaining to the Agency. 
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4. Efficiently use computer and financial database programs with 
sufficient speed and accuracy to perform assigned work; intermediate 
to advanced skills in Microsoft Office programs. 

5. Perform a variety of independent research, information retrieval, 
analysis and report preparations to draw logical conclusions. 

6. Professionally and tactfully provide customer service to the public and 
co-workers in person, over the phone and electronically. 

7. Handle stressful situations and difficult customers in a clam and 
professional manner. 

8. Efficiently evaluate and respond to customer complaints. 
9. Plan, coordinate, prioritize and organize multiple work tasks to meet 

deadlines with accuracy, thoroughness and attention to detail, 
sometimes with little supervision. 

10. Read, understand and carry out written and oral directions in a clear, 
concise and consistent manner. 

11. Use initiative and independent judgment within established procedural 
guidelines. 

12. Use arithmetic to make basic financial calculations quickly and 
accurately Operator a variety of automated office machines typical of 
a work environment such as a multi-function printer/copier/scanner, 
fax machine, envelope opener, postage machine, etc. 

13. Establish and maintain effective, cooperative working relationships 
with co-workers through knowledge of work, personal and 
professional conduct, teamwork and good judgment. 

 
Reasoning ability 
General purposes, methods and practices of customer accounts and billing; 
modern office practices, procedures and methods; basic data processing 
terminology and techniques; basic information gathering, research and 
investigative techniques and practices. 
 
Other skills and abilities  
Use independent judgment in maintaining a variety of financial and statistical 
records related to customer accounts; deal in a courteous and professional 
manner in all dealings with the public, especially when collecting past due 
accounts; utilize data processing equipment to maintain complex records, 
analyze data, and prepare accurate reports; make mathematical calculations 
quickly and accurately; update and maintain a variety of financial and 
statistical customer records and files; type and operate a 10-key calculator by 
touch; follow oral and written directions; explain Agency rates and services 
clearly and concisely; establish and maintain cooperative working 
relationships; read and write at the level required for successful job 
performance. 
 
PHYSICAL DEMANDS   
The physical demands described here are representative of those that must 
be met by an employee to successfully perform the essential functions of this 
job. Reasonable accommodations may be made to enable individuals with 
disabilities to perform the essential functions. 
 
While performing the duties of this job, the employee is regularly required to 
sit and use hands and fingers for extensive telephone, computer and adding 
machine functions. The employee frequently is required to talk and hear.  
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Specific vision abilities required by this job include close vision and the ability 
to adjust focus.  May be required to lift/move up to 25 pounds occasionally. 
 
WORK ENVIRONMENT 
The work environment characteristics described here are representative of 
those an employee encounters while performing the essential functions of 
this job. Reasonable accommodations may be made to enable individuals 
with disabilities to perform the essential functions.  The noise level in the 
work environment is usually moderate. 
 
 
OTHER REQUIREMENTS 
Education and/or Experience 
Any combination of education and experience providing the required 
knowledge and abilities for successful job performance would be qualifying. 
 
High school diploma or GED.  Associates of Arts degree in accounting, 
business, or related field is desirable.  Eight years of increasingly 
responsible clerical/customer service experience, preferably in the public 
utility industry, or four years’ experience at the Agency’s Customer Service 
Representative III level.  Experience with Springbrook Software is preferred. 
Prior collection experience and supervisory experience is a plus. 
 
CERTIFICATES, LICENSES, REGISTRATIONS  
Possession of a valid California driver's license with a continuing acceptable 
driving record. Eligible to work in the United States. 

 
 


