
 

 
Utility Accounts Representative I #03255 
 
City of Virginia Beach – Job Description 
Date of Last Revision: 08-24-2022 

FLSA Status:  Non-Exempt Pay Plan:  General Grade:  17 
 
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 
Performs basic account management functions required to accurately maintain utility accounts. Under 
regular supervision of the Utility Services Supervisor or Utility Billing Systems Supervisor, Utility Account 
Representatives support the Business Division through a variety of job duties including interacting with 
customers, handling complaints, billing inquiries as well as computing and calculating fees, charges, and 
adjustments. 
 
Representative Work Functions and Responsibilities 
Audits meter reading exceptions and takes necessary action to complete the billing functions. Audits 
account and meter reading histories to correct readings and estimate water consumption. Performs audits 
of customer account transactions and makes informed decisions relative to current fees owed, bad debt 
owed, adjustments, special arrangements, and application or waiver of special fees. 

Responds to customer inquiries in a high-volume customer contact center where calls are usually back-
to-back and often stressful in nature. Resolves customer inquiries via phone, face to face interactions, 
email, and written correspondence.  

Performs account management related to account adjustments, life accounts, hydrant meters, waste 
management billing, and storm water billing. Works closely with other agencies to determine eligibility for 
bill payment assistance. 

Conducts legal document and account research and provides relevant information back to the customer 
and/or to other members of workgroups in the Business Division. Prepares contracts for water and 
sanitary sewer connections. Performs technical research of engineering files and plans 

Meets face to face with builders, contractors, and the public to review and advise of procedures and 
statuses relevant to public water and sewer connections for new construction, renovations, and building 
additions for residential, commercial, and multifamily properties. 

Performs complex calculations of fees associated with new public water and sewer connections. Make 
decisions on a variety of actions involving fees, charges, accounts, and customer questions. 

Coordinates service requests with field personnel. 

Works with engineers and other City staff to review site plans. Advises engineers and other City Staff of 
site plan requirements and changes needed to adhere to City Code relative to water and sewer 
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Performance Standards 
Performs work with a high degree of accuracy. Demonstrates professionalism and a commitment to the 
Mission, Vision, and Values of the City of Virginia Beach. Consistently meets established productivity and 
performance measures. Consistently treats customers and other employees with courtesy, dignity, and 
respect. Effectively manages workload to meet established deadlines. Ensures prompt and diplomatic 
resolution to internal and external customer requests; resolves disputes in a timely manner to minimize 
negative impacts. Complies with all policies and procedures of Public Utilities and the City of Virginia 
Beach. Adheres to a structured work environment for reporting on time, taking breaks, and requesting 
leave. Accurately and thoroughly researches and interprets often complex account information. 
Accurately maintains records and files in accordance with legal, city, and departmental guidance. 
Demonstrates sufficient proficiency in all required duties. Demonstrates acceptable proficiency in 
navigating through multiple business applications and programs. Does not exceed established error rates 
for workgroup. Consistently reports to work on time; does not have a pattern of abusing break times. 
Maintains required leave balances and makes leave requests in advance in alignment with department 
expectations. Possesses demonstrated understanding of teamwork. 

Minimum Qualifications 
Requires High school or GED plus one (1) year of experience in a field such customer service 
representative or customer care account representative in a utility setting; or any equivalent combination 
of experience and training which provides the required knowledge, skills, and abilities. 
 
Typing test may be required with a passing score of 30 words per minute. 
 
Special Requirements 
All employees may be expected to work hours in excess of their normally scheduled hours in response to 
short-term department needs and/or City-wide emergencies. 
 
Knowledge-Skills-Abilities Required to Perform Satisfactorily 
A. Knowledge 

1. Knowledge of general office duties to include working knowledge of Microsoft Office Suite, 
including but not limited to Word, Excel, and Outlook. 

2. Knowledge of standard office procedures, practices, equipment. 
3. Demonstrated knowledge of the Business Division’s processes, policies, and procedures. 
4. Knowledge of call center, line fees and/or billing procedures. 

B. Skills 
1. Skill in communicating with citizens tactfully and using de-escalation strategies to address 

customer complaints before referring them to a supervisor. 
2. Skill in use of written and spoken communication. 
3. Skill in the operation and application of multiple specialized business applications and 

programs needed to complete daily tasks. 
C. Abilities 

1. Ability to resolve escalated customer issues. 
2. Ability to confidentially maintain personnel and customer records, accounts, and files. 
3. Ability to conduct research, analyze data, and provide meaningful contributions to problem 

solving.  
4. Ability to learn a variety of procedures and steps and retain and recall them  
5. Ability to perform research, comprehend data, and apply information to resolve customer 

account issues 
6. Ability to interact and communicate verbally and in writing with the public and employees at 

all levels of the organization, ensuring prompt and diplomatic resolution to requests 
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7. Ability to work in an often-stressful environment and maintain composure with upset and irate 
customers daily 

8. Ability to maintain appropriate work pace while working in an environment with many 
interruptions, distractions, and deadlines 

9. Ability to identify and recognize the existence of problems 
10. Ability to identify information that conflicts with existing information or is ambiguous 
11. Ability to apply a personal sense of ethics and integrity at work 
12. Ability to consistently meet productivity and performance metrics to ensure operational 

efficiency, goals and deadlines are met 
 
Working Conditions 
The below stated 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. 
 
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. 
 
Physical Requirements: Physical refers to the requirement for physical exertion and coordination of limb 
and body movement. 
This job is generally sedentary; but, work requires walking or standing some of the time, involves exerting 
up to 10 pounds of force on a regular and recurring basis, and routine to frequent  computer and keyboard 
operations.  
 
Mental Requirements: Mental refers to the degree that the job involves cognitive activities, and use of 
mental processes 
Performs specialized clerical and technical work requiring solid understanding of operating policies and 
procedures, some complex, and their application to problems not previously encountered; requires 
continuous, close attention for accurate results and frequent exposure to unusual pressure or stress. 
-Some positions require focus on complex tasks without distraction to maintain accuracy, tolerance of high 
levels of stress resulting from complex situations, and application of an extensive understanding of 
operating policies and procedures to solve complex problems.   
-Some positions take back to back phone calls such as in a high volume call center. 
 
Environmental Conditions: Environmental refers to job conditions inherent to the job setting, including 
those that may lead to injury or health hazards even though precautions have been taken. 
Generally, this job involves a risk of limited to no exposure to any environmental hazards. 
-However, some positions have routine face-to-face contact with the public, which may from time to time 
be confrontational, due to the nature of the business. 
 
Sensory Requirements: Sensory refers to hearing, sight, touch, taste, and smell required by the job. 
The job requires normal visual acuity, and field of vision, hearing and speaking. 
 


