CUSTOMER ACCOUNT REPRESENTATIVE

Position Summary

outlined in this document is the position description for the
Customer Account Representative and the various responsibilities
performed in a service center. Requirements for each job
include structured training and skill verification (refer to the
training and skill verification sections in this manual for
additional information). Job attributes and performance
expectations are also defined.

As employees complete the structured training necessary, meet
the requirements of the skill verification and progressive
testing, they will be able to progress through their career
field. The levels through which progress may be expected are as
follows:

LEVEL
Customer Account Representative I
Customer Account Representative IT
Customer Account Representative IIT

Sr. Customer Account Rep-Administrative
Sr. Customer Account Rep-Control Center

Advancement beyond the level of Customer Account Representative
III will involve the Career Preference process, with
consideration to seniority, gqualifications and the needs of the
service center.

As employees gain skills in the levels, progressive testing will
be required to advance to the next level. The progressive
testing will include hands-on, written or verbal testing and
will be based on expectations outlined in the employees' current
job level. (Example - to move from Level I to Level II, the
employee would be tested for their knowledge of expectations in
Level I).

The Trainee position (generally one year experience or the
equivalent is required) is designed to determine the appropriate
career path for the employee. The trainee position will give
the employee the opportunity to experience the various career
opportunities within a service center. It will also give the
service center the opportunity to evaluate the Trainees'
progression during their probationary period. The trainee
position .is described on the following page.

Movement from the Trainee position to a specific career will be
through the Career Preference process.
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