Norris Public Power District
POWER DISTRICT Job Description

CUSTOMER SERVICE REPRESENTATIVE

Location: Beatrice and Seward Offices
Department: Customer Services
Reports to: Manager of Customer Services
Type: Full-Time

[ ] Part-Time
FLSA Status: [ ] Exempt [X] Non-Exempt

[] Salary Hourly
Date Adopted: March 1, 2005
Previous Revision Date: | August 2024
Last Revision Date: June 2026

POSITION DESCRIPTION

This position is responsible for providing exceptional customer service by responding
to customer inquiries, addressing billing questions, receiving and processing payments,
issuing and monitoring service orders, processing customer outages, and preparing
required forms, reports, and related documentation. The position also supports the
District's operational needs by ensuring customer accounts and service requests are
handled accurately, efficiently, and professionally.

MAJOR AREAS OF RESPONSIBILITY

1. Customer Service

SPECIFIC RESPONSIBILITIES

1. Customer Service
a. Answers telephones and greets customers, visitors, and business associates
in a professional and courteous manner.
b. Responds to customer requests, inquiries, and complaints promptly and in a
professional manner.
c. Receives and processes customer payments, assists in the preparation of
daily bank deposits and posts payments to the customer accounts.
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d. Issues service orders at the request of customers or District personnel and
follows established workflows to ensure timely completion.

e. Reviews customer accounts for payment delinquencies and initiates
appropriate follow-up actions.

f. Applies customer service charges to customer accounts according to the
District’'s Service Regulations.

g. Maintains a working knowledge of the District's Rate Schedules and Service
Regulations to accurately and professionally address customer requests and
inquiries.

h. Administers an assigned cash drawer and balances it daily.

i. Performs collection procedures for accounts involving NSF checks.

j. Establishes payment arrangements for past due accounts and follows up as
needed to ensure compliance.

k. Accesses, utilizes and maintains information within the NPPD SOS system.

I. Maintains accurate and up-to-date customer records.

JOB REQUIREMENTS

" Ability to communicate effectively, both verbally and in writing, with all District
customers, employees, and visitors.

2. Establish and maintain effective working relationships with customers and
employees.

3 Must be skilled in using Microsoft Word, Excel, Outlook, and District software.

4. Proficiency in operating a computer and standard office equipment, including

calculators, copiers and other office machines.

Ability to read, write, speak and understand English.

Demonstrates reliability, dependability and ability to maintain confidentiality.

Demonstrates organizational skills and ability to prioritize and manage multiple

projects.

8. Ability to navigate multiple software applications at once to assist customers and
respond to service requests.

9. Ability to learn and become familiar with electric utility terms and definitions.

10.  Ability to manage frequent interruptions while maintaining accuracy and
productivity.

11.  Ability to remain calm, professional and logical when handling stressful situations

12.  Demonstrates regular and reliable attendance and punctuality.

No o

EDUCATION AND QUALIFICATIONS

1. High School diploma required. Associate degree in business administration,
management, or a related field preferred.

2. Minimum of three years of customer service experience required. Experience in
in a public utility or related industry preferred.

3. Minimum of three years of experience using computers including proficiency in

data entry and common business software applications.
4. Ability to speak Spanish is beneficial but not required.

= —
Customer Service Representative Page 2 of 3




5. Experience handling cash, balancing cash drawers, and processing customer
payments preferred.

PHYSICAL DEMANDS

. N

Must be able to remain in a stationary position 75% of the time.

2. Must be able to frequently move inside the office to access file cabinets, office
machinery, etc.

3. Constantly positions self to operate office equipment and access files.

4. Occasionally moves equipment and files weighing up to 15 pounds across office.

WORK ENVIRONMENT

Working conditions are consistent with an office environment.

DISCLAIMER

This job description is intended to convey information essential to understanding the
scope of the job and the general nature and level of work performed for individuals with
this job title. However, this job description is not intended to be an exhaustive list of all
qualifications, skills, efforts, duties, responsibilities or working conditions associated
with the position.

APPROVALS

General Manager BV\MJ-' \/;ﬁ.’)\, Date JU[\e /2! 2026
Department Manager%ﬁ ZEJW%W’WI Date JMM fZ, ZOZ(/
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