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Utility Services Supervisor- Training and 
Quality Assurance #01563 

City of Virginia Beach – Job Description 
Date of Last Revision: 10/07/2022 

 

 

FLSA Status: Non-Exempt Pay Plan: General Grade: 23 

 
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 

 The Utility Services Supervisor for Training and Quality Assurance is responsible for supervising the work of 
office personnel responsible for conducting training and quality assurance monitoring within the Public Utilities 
Business Division. The Training and Quality Assurance Supervisor is also responsible for supervising all new 
Business Division personnel until they are released from training. The Training and Quality Assurance 
Supervisor maintains subject matter expert knowledge of billing, account management, line fees, and 
customer contact center procedures. The Training and Quality Assurance Supervisor provides oversight of all 
training and quality assurance monitoring and oversees the development and delivery of all new hire and 
ongoing staff training in the Business Division. 
 
Representative Work Functions and Responsibilities 
Quality Assurance Duties: 
Ensures accuracy of information and quality of delivery during customer interactions in the Business Division 
through a formal evaluation process. Oversees the performance of quality assurance evaluations on phone 
calls, web query responses, billing activities, account management activities, and line fees transactions.  
Oversees the selection of calls, web queue responses, and completed billing/account management/line fees. 
Responsible for monitoring of performance by measuring quality and accuracy of information provided, 
observance of policies and procedures, and adherence to established practices.  Works with the quality 
assurance monitor to troubleshoot any issues with the business call recording solution; ensures the 
recording of all staff, including setting up new employees to be recorded; immediately reports issues to 
management. Identifies quality trends and issues and resulting developmental needs. Runs and 
analyzes/interprets a variety of reports related to productivity; addresses areas of concern. Routinely reviews 
statistics and performance metrics to identify coaching and training needs, determine trends, and improve 
processes.   

 
 

Trainer Duties:  
Oversees new hire and ongoing training delivery as required. Works with the trainer to design, develop, and 
implement training curriculums and supporting materials. Arranges staff training on a regular and ongoing 
basis regarding protocols and gaps in knowledge, competency, and skills identified through quality 
assurance monitoring. Evaluates training effectiveness through test scores, error ratios, and quality 
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assurance evaluations. Updates training content and reference materials. Identifies and evaluates staff 
training needs. Develops and conducts or coordinates the training. Works with supervisors and trainers to 
determine, impart and enforce account handling and call handling procedures.  

 
Performs all day-to-day supervisory duties, including the supervision of all newly hired employees until they 
are successfully released from training. Develops and administers performance improvement plans to ensure 
remediation of employees needing additional training.  

 
Perform other job duties as assigned by the supervisor, based on current workloads and department needs. 

 
 

Performance Standards 
Foster and emulate a culture of customer service excellence. Participate in active, engaged management on 
a daily basis. Actively participate in the leadership and management of the Business Division and 
Department of Public Utilities. Establish work priorities based on the continuous challenges. Exhibit extensive 
knowledge of city, departmental, and divisional policies, procedures, and practices; keep abreast of changes 
to policies, procedures, fees, and rates. Help to develop and effectively implement policies/operating 
procedures to improve the customer experience and streamline internal processes. Perform supervisory 
duties and decision making within established guidelines and authorities; exercise good judgment, effective 
problem solving, and institute decision-making processes supported by facts and data. Assess overall call 
center or line fees work group productivity, including tracking and evaluating metrics, and recommending 
changes as appropriate.  Establish and monitor productivity and performance metrics to ensure operational 
efficiency. Maintain confidentiality with personnel and customer information. Ensure coaching and 
development of staff to take on more responsibility through ongoing challenges, opportunities, and training. 
Foster a work environment that promotes individual accountability and personal excellence as well as a 
team-oriented approach that facilitates cross-training of front-line staff to achieve greater productivity, 
operational redundancy, personal growth, and flexibility in meeting workflow challenges. 

 
Minimum Qualifications 
High school or GED; plus five (5) years’ experience, in a field such as utility account management, customer 
contact center, training, quality assurance; or any equivalent combination of experience and training which 
provides the required knowledge, skills and abilities. 

 
Preferred Qualifications 
Minimum of one (1) year supervisory experience.  
 
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 Business Division policies, procedures and processes pertaining to customer 
account management.  

2. Knowledge of call center, billing, and account management operations.  
3. Knowledge of training techniques. 
4. Knowledge of group dynamics. 
5. Knowledge of the needs of adult learners.  

 
   B. Skills 

1.  Skill in using Public Utilities CIS and related programs to conduct day to day activities.  
2. Skill in use of written and spoken communication.  
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3. Skill at coaching, mentoring, and counseling employees.  
4. Skill in providing guidance and direction. 
5. Skill in explaining technical processes.  
6. Skill in assembling information in a clear and organized format.  
7. Skill in evaluating a person’s ability to perform assigned tasks.  

  C. Abilities 
1. Ability to lead and motivate a team.  
2. Ability to plan and supervise the work of others.  
3. Ability to enforce personnel policies and procedures.  
4. Ability to confidentially maintain personnel and customer records, accounts, and files.  
5. Ability to conduct research, analyze data, and provide meaningful contributions to problem solving.  
6. Ability to effectively assess new and existing staff skills, identify gaps and recommend necessary 
training.  
7. Ability to objectively measure performance and diagnose problems to create improvement plans.  
8. Ability to speak in public and dynamically lead a class of learners.  
9. Ability to recognize and adjust for different learning styles.  

10. Ability to communicate with a diverse group of learners. 

 
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. 

 


