PREMIER COMMUNITY BANK


Customer Service Representative

Name:  




 

Supervisor:
Mandy Zastrow 
Title: 

Customer Service Representative

Classification:  Full-Time hourly
Back-Up:
Other Customer Service Reps




 Non-Exempt

Position Summary:
This is primarily an interactive customer sales and service position.  The Customer Service Representative's responsibilities revolve around three areas: customer relations, cross selling bank products, and security. The individual is responsible for providing all customers with professional, responsive, and efficient service. In addition, all customer transactions should be processed in an accurate and timely manner.  The Customer Service Representative must also protect the interests and property of the bank and its customers by following the Bank's security guidelines.  This individual should also take advantage of all cross-sales opportunities by explaining the benefits of financial services that meet the customers' needs or referring customers to other departments within the bank.

Customer Service Representative Responsibilities:
A.
Essential Duties and Responsibilities


1.
Process customer transactions efficiently and accurately utilizing the Bank’s Integrated Teller system, and drive-up window as required.  These include receiving checks and cash for deposit, processing loan payments, and bill payments, ensuring the amounts get credited to the proper account and receipts are given to the customer.  

2.
Protect the Bank's financial interests by: controlling and balancing the assigned cash and negotiable items received and disbursed during daily transactions, identifying payees and verifying signatures and endorsements to ensure validity, and responsible for keeping current with warning lists as shown on Navigator.

3. 
Examine checks deposited and determine proper funds availability based on regulation requirements and place holds on accounts for uncollected funds.

4.
Identify counterfeit currency.


5.
Being informed and knowledgeable on all Bank products and services in order to promote and advise the customer which products would best suit their needs.  Follow through with opening the various accounts for the customer and prospective customers and complete all necessary documentation as required by Bank regulations and policies.

6.
Buy and sell currency from the vault as necessary, ensuring that teller drawer cash limits are consistent with Bank policy.  Order cash accordingly.

7.
Close accounts when requested.


8.
Balance cash drawer at the end of the shift and report any discrepancies to the supervisor.

9.
Knowledgeably address customer questions and problems and assist them in getting an answer to solve their problems or referring them to the appropriate department within the Bank for issues that cannot be resolved at the teller line.

10.      Operate the check imager, coin and currency counter, SCO machine and other office machines.


11.
Service the safe deposit area and night drop as assigned.

12.
Balance the vault, count, sort, and package money as needed, completing forms and tickets required to ship cash and coin.


13.
Perform routine office and clerical duties such as: requisition supplies, filing signature cards/official checks, night deposit cash counts, answering the telephone, processing daily mail, etc.


15.
Change the teller drawer bait straps monthly and record new dates.


16.
Process night deposits, wire transfers, cashier’s checks, money orders, gift cards, stop payments.

17.
Assist customer with balancing accounts.


18.
Compile and store year-end teller documents to comply with record retention requirement.


19.
Serve as a back up for the Personal Bankers with opening up new accounts for the customer.


21.
Adhere to Bank regulatory and employee policies and procedures.

B.
Performance of Miscellaneous Duties

1.
Attend staff/operation meetings and training session provided by the Bank to stay abreast of 
legislative and regulatory issues that affect the operations department to ensure compliance with all federal and state regulations.


2.
Complete Bankers Edge on-line training as required.


3.
Open and close office by following established Bank security procedures.

4.
Perform routine housekeeping duties to maintain a professional and neat banking environment on a daily basis.

5.
Perform other duties and assist with projects as assigned by supervisor.

7.
Serve as a back-up for other Customer Service Representatives as needed.


9.
Support the Bank’s sales objectives and campaigns, selling and cross selling all Bank 



Products and referring customers to Personal Bankers, Loan Officers, Insurance Agents and 

 

Investment representatives.


8.
Involvement in community events and functions as a representative of the Bank.

Knowledge, Skills and Abilities


Minimum Education

High School diploma or GED equivalent


Skills: Administrative
Answer telephones






Balance figures






Input data into computer






Maintain filing systems






Maintain logs






Proofread documents






Research information

Excellent customer service skills and strong communication and organizational skills





Mathematical skills


Skills:  Mechanical

Adding machine/calculator






FAX






Photocopier






Online teller program/personal computer





Check imager






Coin/Cash machine

Working Conditions



Work is performed largely in a pleasant office environment with minimal chance for personal injury. Prolonged standing and intermittent mental and visual concentration for computer usage required.  Must be able to work in a fast-paced environment and work well under pressure and possess a high degree of accuracy.
Physical demands include: frequent bending, reaching, climbing, standing and remaining on one's feet in an upright position for prolonged periods of time, walking,  lifting, raising or lowering an object, carrying and transporting an object, usually by hand up to 50 pounds, pushing, pulling, reaching, handling, fingering, talking, listening, hearing, repetitive motions and eye, hand and foot coordination.  

Vision Requirements include near acuity: ability to see clearly at 20 inches or less.  

Accommodation:  ability to adjust vision to bring objects into focus.
Measures of Performance:
The duties and skills outlined in the job description require performance factors that allow a person to meet or exceed the expectations of the bank in successfully performing the job.  Those attitudes and behaviors are: Job Knowledge, Bank Knowledge, Customer Service, Initiative, Judgement, Communications Skills, Planning and Organizing Work, Time Management, Quality of Work, Confidentiality, Relationships with Co-Workers, Relationships with Management, Cost Consciousness, Security, Personal Development, Business Ethics, Relationships within the Community.

Employee acknowledgement:
This job description describes the general nature and level of work performed by the employee assigned to this position.  It does not state or imply that these are the only duties and responsibilities assigned to the job.  The employee may be required to perform other job related duties as requested by the supervisor.  All requirements are subject to modification over time.

Employee:                                                                    Date:                        

Supervisor:                                                                   Date:                          

The above statements are intended to describe the general nature and level of work being performed.  They are not intended to be construed as an exhaustive list of all responsibilities, duties and skills required.
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