
CITY OF NICHOLASVILLE 

POSITION DESCRIPTION 

 

Class Title: Customer Services Representative I 

 

Dept/Div:  Utilities/Administration and Finance 

 

Supervisor: Director of Public Utilities and Finance 

 

Supervises: None 

 

Grade:  23 

 

Class Characteristics:  Under general direction, assists 

customers with utility services including connecting and 

disconnecting of services and processing of utility 

payments; maintains accurate paperwork and balances cash 

drawer daily; works with unpaid accounts; performs related 

work as required. 

 

General Duties and Responsibilities: 

 

 Essential: 

 

 1. Handle incoming calls regarding utility services. 

 2. Assists customers with connecting, transferring 

and disconnecting utility 

 3. Sign-up builders for temporary electric and water 

meters. 

 4. Takes orders from builders to run new cable in 

new construction; forward invoice following completion of 

work. 

 5. Accepts and processes payment from customers for 

utility services, tap fees; balances cash drawer daily. 

 6. Assists with identifying non-payment customers; 

assists with preparing non-payment cutoff lists and orders 

cut-offs as necessary. 

 7. Cross-trains within department. 

 8. Orders inspections concerning follow-up of 

service orders if required. 

 9. Performs other duties/responsibilities as 

required. 

    

 Non-essential:  None 

 

MINIMUM QUALIFICATIONS 

 

Training and Experience:  Graduation from high school or 

equivalent (GED) supplemented by one year directly related 

work experience. 



 

Special Knowledge, Skills and Abilities: 

 

 Knowledge: 

 

 1. Knowledge of city policies and procedures 

regarding utility sign-ups and transfers, deposits, 

refunds, co-signers, billing, late charges, returned 

checks, disconnects, etc. 

 2. Knowledge of city utility operations. 

 3. Knowledge of clerical methods used in accepting 

and processing requests for utility services. 

 4. Knowledge of office terminology, processes, 

procedures and equipment.     

 5. Knowledge of mathematics, business arithmetic and 

english. 

 6. Knowledge of computer hardware and software with 

ability to learn systems used in city administrative 

offices. 

 7. Knowledge of personnel to refer customer to for 

direct information concerning Service Center and engineers 

instructions. 

 

 Skills: 

 

 1. Basic math skills. 

 2. Computer skills. 

 3. Communication skills. 

 

 Abilities: 

  

 1. Ability to greet and assist customers with sign-

up for services. 

 2. Ability to use city software programs 

 3. Ability to work in stressful situations (irate 

customers, for example.) 

 4. Ability to establish and maintain effective 

working relationships with city employees, and the general 

public. 

 5. Ability to accurately accept and deposit monies. 

 6. Mental alertness; good judgment; tact; courtesy; 

accuracy; attention to detail; integrity. 

 

ADDITIONAL INFORMATION 

 

 Instructions: Instructions are somewhat general; many 

aspects of work covered specifically, but must use some of 

own judgment. 

 

 Processes:  Must occasionally consider different 



courses of action, or deviate from standard procedures, to 

get job done. 

 

 Review of Work:  Supervisor spot-checks completed 

work. 

 

 Analytical Requirements:  Problems require analysis 

based on precedent. 

        

 Physical Demands of the Job:  Work is typically 

performed indoors sitting at a desk or table; must be able 

to wait on customers at drive-up window, requiring 

continuous standing and walk-in; must lift objects (less 

than 25 pounds). 

 

 Tools and/or Equipment Used:  General office equipment 

(computer, keyboard, typewriter, calculator, telephone, 

copier, etc.). 

 

 Contacts:  Frequent public and internal contacts 

requiring tact and diplomacy are requirements of the job. 

This position requires handling confidential city funds and 

finances, therefore applicant must not posses a criminal 

conviction for theft or crimes against persons. 

 

 Confidential Information:  Regular use of confidential 

information is a requirement of the job. 

 

 Mental Effort:  Moderate 

 

 Interruptions:  Constant 

 

 Special Licensing Requirements:  None 

 

 Additional Requirements:  Must be bonded. 

 

 Certification Requirements:  None 

 

 Overtime Provisions:  Non-exempt 

 


