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Acquisition investment corporation
Job Description/ Revised November 28, 2009 
	Division/Department:
	Automotive/ Transportation

	Location:
	south Lee County, Florida

	Job Title:
	Customer Service Provider/ Tow Truck Operator (SOC 53-3033)

	Reports to:
	Manager of Transportation (SOC 53-1031)
	
	

	

	Benefits:
	· Paid Training
· Sick Pay*
· Vacation Pay*
· Paid Regional Travel (Meals & Lodging)

· Paid Cellular Telephone
· Uniforms & Safety Gear Provided
*After 6 months
	Type of position:

 FORMCHECKBOX 
  Full-time: 
 FORMCHECKBOX 
  Part-time

 FORMCHECKBOX 
  Seasonal
 FORMCHECKBOX 
  Intern
	Pay Available:
 FORMCHECKBOX 
  Exempt (Salary)
 FORMCHECKBOX 
  Nonexempt (Hourly): 

$7.50/ working hour during training (appx. 2 weeks)
$9.00/ working hour when training is complete.

$10.50/ working hour when Certified.

+ 10% commission 8p-8a & Sunday
+ $10/ week non-speeding bonus

+$10/ week commendation bonus

+$5/ week no-idle bonus

	

	PURPOSE OF POSITION

	The customer service provider/ tow truck operator (“CSP/TTO”) directly represents our company through their appearance, personality, professionalism, and knowledge. While knowledge of safe towing practices is important, the ability to interact and resolve potential conflicts with customers and clients in a positive manner is paramount to our mission and vision. Self motivation, a consistently positive attitude, and multi-tasking ability are both absolute requirements for success.
IMPORTANT NOTE: 
The first six months of employment are probationary with benefits accrued, but not available for use or “cash out”. Employment may be terminated at any time by either the employer or employee, with or without cause.

	responsibilities

	The customer service provider/ tow truck operator has a chief responsibility of ensuring their own personal safety, as well as that of all customers, clients, and bystanders, when operating the towing apparatus.

THIS POSITION REQUIRES AN INDIVIDUAL WHO IS COURTEOUS AND SELF MOTIVATED.           HE OR SHE MUST FUNCTION SAFELY AT ALL TIMES AND HAVE THE ABILITY TO EFFECTIVELY PRIORITIZE MULTIPLE TASKS WITHOUT DIRECT SUPERVISION.

The customer service provider/ tow truck operator (“CSP/TTO”), serving sometimes as a call taker, may receive customers’ requests for service. During roadside emergencies, the CSP/TTO should gather information and provide instructions as needed to ensure customer safety and to determine the type, seriousness, and location of the service request. 
The CSP/TTO must quickly decide the priority of the incident, the kind and number of resources (workers, apparatus, and/or support vehicles) needed, and the location of the closest and most suitable resources available. When multiple resources are required, the CSP/TTO should communicate assignment of task(s) and any pertinent information to other assigned resources using a variety of communication methods to ensure that the status of all company resources is current and accurate. 

The CSP/TTO records information on all calls that are received and monitors and records resource status, along with accompanying data required for performance measurement and cost analysis, on forms provided by the employer. Times and mileage are typically used for measures of service. Familiarity and use of a computer aided dispatch (CAD) system, including associated software, hardware, global positioning system (GPS), and automatic vehicle locator (AVL) technologies is required if so equipped. Otherwise, tasks are to be accomplished & documented manually.
The CSP/TTO will also be responsible for the safe driving practices and safe operation of towing apparatus at all times, including when responding to incidents and while loading and/or unloading cargo. The CSP/TTO will be expected to retain knowledge provided by the employer from both the National Academy for Professional Driving and Towing and Recovery Association of America. This includes performing, and documenting, daily checks of the assigned vehicle and equipment as requested by the employer. When required, the CSP/TTO will complete minor routine maintenance duties (such as lubrication of the towing apparatus). 
FAILURE TO MEET OUR SAFETY STANDARDS WILL RESULT IN IMMEDIATE TERMINATION
The CSP/TTO is expected to ensure effective communication with clients, other service providers, and law enforcement agencies. This includes promptly contacting the appropriate law enforcement agency to report and impound tow or recovery if required by law and notifying clients of any unforeseen response delays.
The CSP/TTO is also responsible for calculating invoice totals, collecting sums due from, and providing correct change to customers and/or clients. The CSP/TTO will be responsible for petty cash assigned to his or her vehicle, and it is highly recommended that the amount of petty cash is counted and documented at the beginning and end of each shift. Also, identification must be verified on certain calls by the CSP/TTO.

	KNOWLEDGE/ EDUCATION REQUIREMENTS

	· High School Diploma or GED
· Reading, writing, and communicating in English. Some Spanish preferred.

· Addition, subtraction, multiplication, and division of currency to calculate invoice totals.

	SKILLS/ ABILITIES/ PERSONAL VALUES REQUIRED

	· A desire to help folks who need assistance, whether paid or unpaid.

· EX: Helping unlock a vehicle for no charge because a small child is locked inside.

· Clear, concise, and courteous communication skills – even when faced with an angry customer.
· EX: A customer who has been stranded in the Florida heat may be upset. We must remain pleasant toward them.

· Independent decision making & error reporting.

· EX: Any damage should be reported to a supervisor immediately. 

· An ability to work under pressure in various weather conditions at various hours.
· EX: Fatal interstate collision recovery at 2 AM on Saturday morning with rainy weather.

· Safe operation of all motor vehicles according to NAPD standards (training provided by employer).
· Safe servicing and towing of vehicles according to TRAA standards (training provided by employer).

· Legible and organized documentation
· Cellular telephone operation
· Attention to detail and desire to do things completely right the first time.

	experience requirements

	· Two or more years experience with customer service in any industry is required.
· Previous operation of a commercial motor vehicle is preferred, but not required.

· Familiarity with southwest Florida landmarks & roadways is preferred, but not absolutely required.

	developmental opportunities

	· Upon successful completion (passing) of any towing-related courses, costs of tuition & books will be reimbursed 100%

· The CSP/TTO will have an opportunity to attend one annual Florida Tow Show with travel and expenses paid 100% by employer.

· The CSP/TTO is in an ideal position to master operational duties and advance to be an operations supervisor.
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