
 

 
Customer Services Coordinator #02640 
City of Virginia Beach – Job Description 
Date of Last Revision: 10-14-2022   

FLSA Status:  Exempt Pay Plan:  Administrative Grade:  12 
 
City of Virginia Beach Organizational Mission & Values 
The City of Virginia Beach exists to enhance the economic, educational, social and physical quality of the 
community and provide sustainable municipal services which are valued by its citizens. The City of 
Virginia Beach organization is based upon a belief in the democratic process of government. This belief 
provides meaningful ways for citizens, reflecting the diversity of our City, to contribute to the development 
of public policy. This process is enhanced by organizational values which guide member performance 
within the Virginia Beach Quality Service System. These Values define our desired organizational culture.  
We value quality customer service; teamwork; leadership and learning; integrity; commitment; and 
inclusion and diversity. 
 
Class Summary 
Provide coordination for one or more of the following department or large divisional functions: human 
resources, provide direction for the Media and Communications Coordinator, customer contact center, 
budget or similar administrative support functions.  
 
Representative Work Functions and Responsibilities 
Coordinate or provide guidance for all departmental/divisional human resources matters including Human 
Resources policy interpretation, serve as liaison to Human Resources Department regarding job 
classification requests, selection processes, member training, Occupational Health issues, and other 
human resources issues.  Coordinate human resources needs within the department/division and with the 
Human Resources Department; lead the department’s Workforce Planning and Development efforts. 
 
Provide assistance and/or coordination for the development of internal training programs. 
 
Represent the department, division, and/or city on various committees, teams, and task forces as 
assigned; and coordinate department/city process improvement teams. 
 
Provide managerial oversight of the department’s or division’s media/communication and public 
relations/education efforts.  
 
Perform supervisory duties including scheduling of staff, distributing assignments, reviewing work, and 
monitoring office procedures to ensure efficiency and quality of work; provide training to staff, conduct 
performance appraisals, and grant leave and perform other supervisory duties as required.  
 
Supervise and assist administrative staff with the development and preparation of a variety of complex 
departmental financial, statistical, and administrative reports.  

 
Provide managerial support to other divisional bureaus as assigned including implementing and 
improving business practices. 
 
Provide administrative interpretation of City Code and coordinate code revisions to improve business 
operations. 
 
Perform other job duties requiring skills, knowledge and physical requirements as demanded by those 
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duties described or less. Individual assignments will be determined by the supervisor based on then 
current workloads and department needs. 
  
Performance Standards 
Ensure that service is always maintained at the highest level possible and that internal policies and 
procedures are established to ensure alignment with City philosophies; represent director and department 
in a professional, diplomatic manner, exercising appropriate judgment, discretion, and tact; adequately 
provides correct and sound information to staff regarding City policies and administrative directives; 
respond in a timely and professional manner to queries from citizens, staff, City Council, City Manager, 
city executives and external agencies; effectively communicate both orally and in writing; effectively 
coordinate all departmental Human Resources matters, ensuring adherence to policies and procedures; 
prepare requests for Human Resource department approval with quantifiable and other supportive data in 
support of departmental and City goals; recommend new or revised ordinances, policies and procedures 
in an ongoing manner when operationally necessary; ensure that departmental inquiries are handled in a 
timely and equitable manner; ensure effective supervision in all assigned areas; proactively identify and 
solve problems; and communicate effectively with management and staff. 
 
Minimum Qualifications 
Requires a bachelor’s degree in Public Administration, Business Administration, Human Resources, or 
Accounting and  5 years of experience or any combination of education (above the high school level) 
and/or experience equivalent to nine (9) years, utilizing the required knowledge, skills, and abilities in 
fields such as business or public administration, management/program analysis, or accounting.  
  
Knowledge-Skills-Abilities Required to Perform Satisfactorily 
A.  Knowledge 

1. Knowledge of administrative, management, and supervisory principles and techniques. 
2. Knowledge of the philosophy, principles, practices, and procedures of human resources  

administration. 
3. Knowledge of local government organization and procedures, and public administration.     
4. Knowledge of the philosophy, principles, practices and methods of departmental programs 

and functions. 
5. Knowledge of city ordinances and policies governing departmental programs/operations. 
6. Knowledge of research and statistical analysis and techniques. 

B. Skills 
1. Skill in supervising administrative functions. 
2. Skill in coordinating a wide range of human resources needs. 
3. Skill in effectively handling personnel matters at a departmental level. 
4. Skill in coordinating ideas from many people/groups and developing a unified response. 
5. Skill in handling difficult interpersonal working relationships with employees and the public 

using tact and diplomacy. 
6. Skill in professional writing and presentation of reports and correspondence. 
7. Skill in the interpretation and application of department policies and procedures. 
8. Skill in public relations and in communicating orally and in writing. 
9. Skill in researching, interpreting data and preparing written reports and correspondence. 
10. Skill in statistical techniques and applications. 
11. Skill in establishing and maintaining good working relationships with fellow employees, city 

staff and the public. 
12. Skill in computer applications. 

C. Abilities 
1. Ability to communicate clearly and concisely in both written and oral forms. 
2. Ability to maintain confidentiality. 
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3. Ability to prepare departmental policies and procedures. 
4. Ability to develop new ideas into workable plans. 
5. Ability to effectively handle and resolve difficult and disagreeable complaints. 
6. Ability to establish and maintain effective working relationships within department, with other       

city  officials/employees, and with the general public and outside agencies. 
7. Ability to develop and evaluate short and long term plans and programs. 
8. Ability to develop, interpret and administer agency policies and procedures. 
9. Ability to work independently. 
10. Ability to analyze various alternatives and recommend feasible solutions to problems. 
11. Ability to interpret and analyze technical and statistical information and reports. 
12. Ability to apply microcomputer technology to meet office automation/records needs. 
13. Ability to lead, plan, coordinate, and direct/supervise the work of others. 

 
Working Conditions 
Working conditions are intended to provide a general overview of the environmental conditions inherent in 
the job setting, as well as the physical, mental, and sensory requirements necessary to perform the 
essential functions of positions in the noted job title.  A more detailed description will be made available at 
the position (PCN) level both internally and externally with all posted open positions. 
 
NOTE: Per HR Policy 6.19, Americans with Disabilities, the City follows the requirements of the 
Americans with Disabilities Act (ADA) in all hiring and employment decisions.  The City shall not 
discriminate on the basis of disability in its hiring and employment practices.  The City shall make 
reasonable accommodations for the known physical or mental limitations of a qualified applicant or 
employee with a disability upon request unless the accommodation would cause an undue hardship on 
the operation of the City’s business. 
 
 


