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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 Water Service Inspections is responsible for scheduling and supervising 
the work of field crews performing routine and complex field service functions related to the provision of 
water service; investigating routine and complex service complaints; training new employees; and 
completing all associated supervisory duties. 

 
Representative Work Functions and Responsibilities 
Supervise and schedule the work of field service representatives performing water service inspections. 
 
Meet with the public in the field to address high level complaints. 
 
Conduct field investigations as needed. Coordinate illegal water use investigations. Promptly investigate 
and address complaints pertaining to speeding, red-light camera running, and geofence violations. Maintain 
vehicle records. Investigate accident reports. 
 
Maintain time and attendance records for employees. Conduct quality assurance in the field. 
 
Maintain reports pertaining to workload and work completion. 
 
Ensure maintenance and operation of related equipment.  

 
Coordinate training of new and current personnel. 

 
Performance Standards 

Ensure that water service is provided to customers as assigned. Ensure that field investigations on service 
complaints are thoroughly investigated and that delinquent accounts are handled properly in the field. 
Ensure that daily work is completed. Ensure that assigned vehicles receive preventive maintenance checks 
and State inspections as required. Ensure that accidents are investigated according to procedures. Ensure 
even distribution of workloads. Foster and emulate a culture of customer service excellence. Participate in 
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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 of any given day and dynamically manage resources to meet demand for services and customer 
expectations. Exhibit extensive knowledge of city, departmental, and divisional policies, procedures, and 
practices; keep abreast of changes to policies, procedures, fees, and rates. Ensure adherence to all 
applicable policies and procedures and administer them in a consistent and systematic manner. 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 water service inspector productivity; perform audits by comparing AVL reports with field service order 
reports, addressing issues and recommending changes as appropriate.  Maintain confidentiality with 
personnel and customer information. Provide feedback and recommendations to management. 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. Foster an 
environment where customers and employees are treated with courtesy, dignity, and respect. Ensure prompt 
and diplomatic resolution to customer requests (internal and external). 

 
Minimum Qualifications 

 High school or GED plus five (5) years’ experience, in a field such as field service representative or field 
service technician; or any equivalent combination of experience and training which provides the required 
knowledge, skills and abilities.  

 
  Must have a valid driver’s license. 
 
Preferred Qualifications 
One (1) year of supervisor experience preferred.  

 
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. 

 
This position may require that the employee wear and maintain appropriate personal protective 
equipment such as, but not limited to, steel toed shoes, hard hats, safety glasses, gloves, reflective vests, 
or other safety attire and equipment in designated areas of risk. Specific requirements will be determined 
and communicated by the employee’s supervisor based on position assigned. 

Knowledge-Skills-Abilities Required to Perform Satisfactorily 
A. Knowledge 

1. Knowledge of City Code, ordinances, rules and regulations, and applicable 
divisional/departmental policies and standard operating procedures pertaining to the provision of 
water service. 

2. Knowledge of geographical street locations in the City and working familiarity with all zones 
covered by the water service inspections workgroup. 

3. Knowledge of the mechanics and operation of water meters. 
4. Knowledge of applicable applications, such as Water Admin, ServiceLink, Outlook, Excel, and 

GIS computer applications. 
5. Knowledge of acceptable customer service practices. 
6. Knowledge of utility terminology. 
7. Knowledge of City and departmental policies and procedures associated with hiring, leave, pay, 

and discipline. 
8. Knowledge of City’s Organizational Values. 
9. Knowledge of Equal Employment Opportunity (EEO) issues and city guidelines regarding EEO and 
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diversity. 
B. Skills 

1. Skill in communicating with the public face-to-face in difficult situations by using tact and 
diplomacy. 

2. Skill in using judgment and making decisions in the field on demand. 
3. Skill in the use of necessary computer applications, including Customer Information Systems 

and mobile dispatch applications. 
4. Skill in the use of tablets/slate computers and laptop computers.  
5. Skill in the use and care of hand tools.  

C. Abilities 
1. Ability to use computer applications to plan and request daily work, produce reports, etc.  
2. Ability to perform basic math calculations and analyze data to determine trends, identify 

discrepancies, etc. 
3. Ability to address personnel issues and take action as needed.  
4. Ability to accurately document customer records using a tablet/slate computer and mobile 

dispatch application. 
5. Ability to communicate effectively and problem-solve. 
6. Ability to prioritize and re-prioritize work as needed throughout the day. 
7. Ability to balance needs of customer with department’s goals. 
8. Ability to establish effective working relationships with the public, co-workers, and office staff. 
9. Ability to work independently with no on-site supervision. 
10. Ability to troubleshoot problems and make decisions independently that may impact the health, 

welfare, and safety of citizens.  
11. Ability to work in a safe and conscientious manner.  
12. Ability to remain calm and professional when addressing irate customers in a face-to-face 

setting.  
13. Ability to read maps and plats with rapid and accurate orientation. 
14. Ability to stoop, bend, and kneel on concrete, dirt, and mud. 
15. Ability to lift a minimum of 40 to 60 meter lids daily averaging 20 pounds in weight. 
16. Ability to lift and open valve box lids weighing an average of 75 pounds. 
17. Ability to use a hand pump, shovel, and other hand tools to access buried/submerged meter 

boxes. 
18. Ability to use a metal detector to locate buried water meters. 
19. Ability to work outside for extended periods of time in all weather conditions, including extreme 

heat, cold, and rain. 
20. Ability to safely operate a motor vehicle in all traffic and weather conditions. 
21. Ability and willingness to access below ground level water meter boxes, which are often filled 

with water, mud, and sand, and may require the use of hand pumps and other tools to clear the 
boxes of debris.  

22. Ability and willingness to come in routine contact with animals, such as dogs, and insects and 
reptiles that burrow, such as spiders, snakes, slugs, mice, ticks, and bees.  

 
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. 
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