
 

MCMINNVILLE WATER AND LIGHT 

JOB DESCRIPTION 

 

 
TITLE:  CUSTOMER SERVICE REPRESENTATIVE                                     CLASS CODE: 1005 

REPORTS TO:  Customer Service Supervisor             

JOB CATEGORIES: 1) Not safety-sensitive; 2) Non-exempt; 3) Full-time Regular 

 

JOB SUMMARY 

Customer Service Representatives (CSR) are frequently the initial contact with customers.  This 

requires the CSR to remain calm while serving the public in a cheerful, pleasant, helpful, and 

courteous manner.   

Requires ability to:  establish and maintain effective working relationships with customers, 

supervisors, co-workers, and other employees; remain calm in stressful situations; Dependability and 

regular and consistent attendance are very important because of the nature of the work.  

ESSENTIAL JOB FUNCTIONS 

Essential functions of this position include the following.   Other duties may be assigned. 

Customer Support 

 Serves as the initial contact to customers for inquiries and transactions, both on the phone and 

in person; communicates with customers regarding residential and commercial accounts. 

 Assists the public at the counter; explains fees; receives utility bill payments; provides correct 

change; issues receipts; records payments; maintains records; reconciles cash receipts to 

payment batches.   

 Performs work in one of four responsibility areas:   cash, service orders, billing, or credit. 

 Accurately maintains customer utility account records in the CIS system; enters information 

into computerized files; files customer documents; calculates adjustments in bills.  

 Communicates by radio, telephone and text to employees in the field. 

 Researches files to obtain information, and discusses research findings with customers; 

explains policies and procedures relating to billing, collection, and penalties. 

 Promote and support MW&L products and services. 

 Maintain confidentiality of customer information. 

 Effectively works as a member of a team to meet department goals and deadlines. 

 Responds to questions from the public and staff with a focus on delivering superb customer 

service.  

 

QUALIFICATIONS  

Below is the required education, experience, knowledge, skills and abilities to perform the essential 

functions. 

Required Education and Experience 

 High School Diploma or equivalent. 

 Minimum one year of customer service experience. 

 One-year experience using MS Office Suite software in office environment (school training 

may substitute).  
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Special Requirements 

 Type 40 WPM.  

 Pass a background check. 

Preferred Qualifications 

 Post-Secondary education is desirable.  

 Spanish skills are desirable.   

 

Knowledge/ Skills/ Abilities  

 

 Working knowledge of customer service policies and business practices.   

 Competent in technical skills and knowledge including cash handling, data and paperwork 

management, computer operation, and research of information. 

 Identify and analyze customer problems, and develop logical and effective solutions. 

 Accountable for measurable, high-quality, timely, and cost-effective results; consistently 

demonstrates energy and maximum effort in completing responsibilities; demonstrates 

flexibility in response to changing priorities.  

 Communicates effectively, both verbally and in writing; listens carefully and speaks 

professionally in all situations. 

 Capable of developing strong interpersonal networks within and outside the organization. 

 Work effectively in a collaborative teamwork environment. 

 

ADDITIONAL INFORMATION 

Work Environment/ Physical Demands 

The job operates in a professional office environment.   

The employee is regularly required to talk, listen and hear, and frequently required to use 

repetitive hand motion, handle or feel, and to sit, stand, and walk. 

Tools and Technology 

This position routinely uses standard office equipment including 10-key by touch. 

Employee will need competent computer skills including Computer Information System software, 

internet, Outlook, MS Office applications, and spreadsheet software.  Employee must type at least 40 

words per minute. 

Supervisory Responsibility 

This position has no supervisory responsibilities. 
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