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TRANSIT INFORMATION SUPERVISOR
FC:  CA175
PC:  714

PG:  SEIU11
BU:  04

Created: August 1987


Revised: March 2008 
Class specifications are intended to present a descriptive list of the range of duties performed by employees  in the class.  Specifications are not intended to reflect all duties performed within the job.

DEFINITION

Under direction, plans, organizes and provides supervisory direction and review to the District's Telephone Information Center; provides for training and motivation of assigned staff; and performs related work as assigned.

CLASS CHARACTERISTICS

This single position class represents the full supervisory level over multiple shifts of Transit Information Clerks.  The incumbent exercises considerable latitude and independent judgement in the day‑to‑day conduct and supervision of work.  This class is distinguished from the Manager of Customer Services in that the latter has overall responsibility for the Transit Information Center, Customer Services Center, Tickets to Go Program and other regional programs.

REPORTS TO

This position reports to the Manager of Customer Services.

EXAMPLES OF DUTIES – Duties may include, but are not limited to, the following:
1. Plans daily, weekly and long term work schedules and projects; coordinates the work of assigned shifts; determines necessary supplies and staffing requirements to complete assigned work; provides for on‑the‑job instruction of employees in work procedures, including safety practices. 

2. Approves varied leave requests and adjusts schedules to assure work coverage; resolves minor disputes and problems with assigned staff. 

3. Coordinates personnel activities and actions with Employee Relations Department.

4. Carries out and documents first level disciplinary matters and recommends actions following established guidelines.

5. Assists in the selection of personnel.

6. Interprets District policies and procedures to assigned personnel; assists in maintaining morale and productivity of staff.

7. Interfaces with supervisors of other transit systems to maintain current and correct information. 

8. Communicates with station agents to ensure proper handling of handicapped and other patron complaints.

9. Obtains and relays information from Central Operations regarding emergencies and delays as appropriate.

10. Reviews public relations releases and conveys information to operators for timely communication to the public.

11. Prepares written correspondence to local and out‑of‑state patrons requesting transit information and to patrons concerning telephone operator complaints.

12. Prepares studies regarding on‑call volume and other information reports.

13. Proofreads District brochures and schedules; maintains records of daily telephone activities. 

14. Assists in the implementation of the unit's goals, objectives, policies, procedures and work standards; makes budgetary and procedural recommendations.

QUALIFICATIONS

Knowledge of:

Principles and practices of employee supervision including selection, training, evaluation and discipline;

Electronic telephone equipment and systems;

Basic budgetary principles.

Skill in:

Planning, organizing, directing, reviewing and evaluating the work of assigned staff;

Handling patron inquiries and complaints in a sensitive and tactful manner;

Performing effectively in adverse public contact situations;

Proofreading transit information schedules and brochures;

Developing professional and positive employee attitudes towards the public;

Preparing clear, concise and complete reports and other written correspondence;

Maintaining organized and accurate records of daily activities;  

Making sound independent judgments within established guidelines;

Establishing and maintaining effective working relationships with those contacted in the course of the work.

MINIMUM QUALIFICATIONS:

Education:
Possession of a high school diploma, GED or recognized equivalent.

Experience:
Three (3) years (full-time equivalent) verifiable experience providing information and directing calls using an automatic call distribution system; which must have included at least one (1) year of supervisory experience.

WORKING CONDITIONS

Environmental Conditions:

Office environment, exposure to computer screens

Physical Conditions:

Requires maintaining physical condition necessary for walking, standing or sitting for prolonged periods of time.
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