Customer Service Representative

Reports to:  Manager of Customer Service Department: ~ Customer Service
Date: August 2026 FLSA Status: Non-Exempt
Approved: General Manager Pay Status: Hourly

To perform this job successfully, the person in this position must be able to perform each
essential duty satisfactorily. Reasonable accommodations may be made to enable individuals
with disabilities to perform the essential functions. These essential job functions are not to be
construed as a complete statement of all duties performed. Employees will be required to
perform other job-related marginal duties as required.

JOB SUMMARY:

This position reports to the Manager of Customer Service and is responsible for providing
quality and effective customer service to REU customers by completing but not being limited
to the essential functions listed below.

ESSENTIAL FUNCTIONS:

¢ Processes customer payments including online payments. Responsible for handling large
amounts of monies daily and being required to accurately balance out cash drawer at end
of each day.

¢ Processes applications for service, transfers, name changes, terminations,
connections/reconnections/disconnections.

¢ Resolves routine customer concerns and complaints in a professional manner

¢ Provides customers with accurate information and guidance regarding available financial
assistance, utility service policies and procedures, energy programs, and general
requirements for basic electrical service installations

¢ Balances and reconciles currency to required daily reports to ensure accuracy and
accountability

¢ Performs customer account maintenance as needed, including name, address, telephone
number and other account-related updates, in accordance with established policies and
procedures

¢ Assist customers in person and by telephone with delinquent accounts, payment



arrangements, collection activity, and non-payment disconnections in accordance with
established guidelines.

ADDITIONAL RESPONSIBILITIES:

¢ Operation of dispatch radio and other office related equipment
¢ Must be available to work REU emergency situations as needed

KNOWLEDGE, SKILLS, AND ABILITIES:

¢ Must be self-motivated and demonstrate the ability to recognize tasks,
responsibilities, and areas needing attention without requiring constant direction
Time Management: the ability to organize and manage multiple priorities

Computer proficiency with Microsoft Word, Excel, and Outlook

Communicates effectively and professionally with co-workers and the public
Excellent interpersonal and communication skills

Ability to handle confidential information

Commitment to company values

Extensive knowledge of, and ability to apply, the principles and practices of excellent
customer service
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PHYSICAL REQUIREMENTS AND WORKING CONDITIONS:

Work is primarily performed in an office environment and requires prolonged periods of sitting,
frequent computer and telephone use, and regular interaction with customers in person and by
telephone. The position may require occasional standing, walking, bending, reaching, and lifting
or carrying light office materials up to 25lbs. Employees may encounter difficult or upset
customers and must maintain professionalism in challenging situations. Employees may be
required to travel between office locations and work extended or non-routine hours during major
outages, emergencies, or periods of increased workload.

REQUIRED LICENSES AND/OR CERTIFICATIONS:

¢ Tennessee Class D Driver’s License

QUALIFICATIONS:

¢ Must have a high school diploma or GED

¢ Ability to calculate figures and amounts

¢ Excellent communication & customer service skills
¢ Experience in cash handling



Over the course of employment, specific job duties for employees may be changed, added, or
deleted. In an effort to keep these job descriptions updated and to remain compliant with the
Americans with Disabilities Act (ADA), employees will be given the opportunity to review their
descriptions each year or at any time they feel it needs to be updated.

By signing below, you are stating that you have been given this opportunity on your anniversary
date (or anytime thereafter) to review your job description and that any changes have been
discussed with your supervisor and are reflected in this description.

Employee Signature Date

Supervisor Signature Date

General Sign-off: The employee is expected to adhere to all company policies and to act as a role
model in the adherence to policies.

I have read and understand this explanation and job description. I understand this job
description does not constitute an employment agreement between the employer and
employee and is subject to change by the employer as the needs of the employer and
requirements of the job change.

Employee Signature Date



