Solutions for the Future

Providing Electric, Telephone, internet and Cable Television Service

557 Kenny Wren Road + P.O.Box 350 -+ Dilingham, AK 99576
Phone: 907-842-5251 « FAX: 907-842-2799 - www.nushtel.com

JOB DESCRIPTION

Customer Service Representative

REPORTS TO: Business Office Manager

OBJECTIVES: To provide courteous and reliable customer care to the Cooperatives’ members.
To protect and enhance, as a matter of prime importance, the public image of the
Cooperative.

MISSION STATEMENT:

We exist to serve our members in a cooperative spirit, providing competitive, reliable, and safe
services at cost consistent with sound management. We will continually evaluate the needs of our
members and take an active role in the development of opportunities advantageous to our members.

RESPONSIBILITIES:

1. Screens and routes all telephone calls, taking accurate messages when necessary.

2. Enter and balance customer cash, checks or credit card payments accurately and prepare
daily deposits.

3. Prepare trouble tickets and assist members in solving service issues. This would include
troubleshooting CATV receivers or modems, inside phone lines & Internet issues.

4, Provide DSL and cable modems, according to service order requests; program modems
according to network requirements; test for connectivity.

5. Act as internet help desk. Troubleshoot with members to determine where trouble may lie;
educate members as to how our equipment works, both wired and wireless. Assist
members with member-owned equipment or set-up with our equipment.

6. Interact in a professional manner with members while completing member requests and
collection of accounts. Maintain confidentiality of all subscriber records. Research bills at
member’s request.

This institution is an equal opportunity provider and employer.

If you wish to file a Civil Rights program complaint of discrimination, complete the USDA Program Discrimination Complaint Form, found onfine at
htlp://www.ascr.usda.gov/complaint filing cust.htmi, or at any USDA office, or call (866) 632-8992 fo request the form. You may also write a letter containing all of the information
requested in the form. Send your completed complaint form or lefter to us by mail at U.S. Department of Agriculture, Director, Office of Adjudication, 1400 Independence Avenue, S.W.,
Washington, D.C. 20250-9410, by fax (202) 690-7442 or email at program.infake @ usda.gov.
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Be proficient and able to execute the Cooperative’s software programs including but not
limited to the preparation of monthly billing, late notices, labels, and reports associated with
all member accounts.

Completes a variety of clerical tasks including but not limited to filing, copying, folding
material and stuffing envelopes for mailings. Pick-up and delivery of cooperative mail and
miscellaneous errands may be required.

Assist with member relations and sales; providing information on all systems, tariffs and
rate policies; responding to member inquiries on all services as needed; assists members
with questions related to billing and collections, including payment arrangements, CATV
and internet support, and credit references on new members.

Complete all telephone, cable TV and electric service orders and trouble tickets with
accuracy. This includes appropriate fees, labor, materials, and credit adjustments as
allowed by tariff.

Assist with special projects including annual meetings, other public cooperative events, or
in-house meetings.

Assists in the processes associated with the command center technology as directed.
Perform tasks associated with Capital Credits information. Including but not limited to
address changes, mailing of allocation notices, documents needed for early retirements

and providing Capital Credit balance information to the members.

Responsible for the updating of the NLAD (Lifeline) program to reflect current qualifying
membership status and ensuring the proper filing into the membership files.

Maintain membership files to include: ensuring each member file contains a membership
card, annual audit to add or delete member’s names on cards and files to reflect current
status of membership.

Assist with special call projects, i.e. calls to membership to reflect outages, lifeline audits,
etc.

Responsible for monthly billing autopay program.

Other duties as assigned.
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POSITION REQUIREMENTS

1. High School diploma or the equivalent.
2. Ability to work with frequent interruptions while maintaining close attention to detail.
81 Some experience with computer applications such as Microsoft Word or Excel and a 10-

key calculator.

4. Must be able to type and enter data accurately.
5. A valid Alaska Drivers license.

Approved by[ VW vede N s '/ Date: ¢ | = =ltel ™ A<
William Chaney, CEO/Gener/drl/Manager

4



