
CUSTOMER SERVICE SUPERVISOR
Burbank Water and Power

(Burbank, CA)



WHY WORK AT A COMMUNITY-OWNED UTILITY?
Public utilities are front-line leaders in helping the world adapt to climate change and in ensuring that there is 
enough clean, safe drinking water for everyone. Although they carry out their mission so well that most of us 
don’t think about the challenges they face 24/7/365, the work they do is vitally important. As a Burbank Water 
and Power employee, you’ll have the ability to make a positive impact on people’s lives.

BURBANK WATER AND POWER
Burbank Water and Power (BWP) is a community owned utility serving the citizens of Burbank, California. 
For over 100 years, BWP has provided reliable, affordable and sustainable water and electric services to the 
community. BWP is operated in the public interest, for the benefit of the residents and businesses of Burbank. 
As a community-owned utility, BWP does not operate for the financial benefit of stockholders who may live 
hundreds of miles away and have little interest in the community. With its offices located in the community, BWP 
is readily available to customers—in person, over the phone and online. 

Additional information can be found at https://www.burbankwaterandpower.com/ 

THE POSITION
Reporting to the Manager of Customer Service Operations, the Customer Service Supervisor performs a variety 
of challenging administrative and operational duties in an environment where timely, accurate responses are 
critical. This critical customer care position will:

• Supervise various sections within the Customer Service Division including: billing, call center, cashiering, 
credit, collections, mail center, payment processing, and field services.

• Oversee, train, and evaluate employees; plan, schedule, and assign work; recommend and monitor work unit 
and employee performance objectives, measurements, and priorities; make recommendations regarding 
hiring, promotion and transfer; recommend disciplinary action up to and including termination. 

• Compile and present section performance data; prepare statistical reports.

• Assist members of the public with complaint resolution; analyze complaints and inquiries regarding utility bills 
and customer information; perform investigations to resolve customer, billing, or other concerns; authorize 
adjustments to customer accounts; handle the most difficult customer/credit problems. 

• Understand system dependencies and relationships to determine cause and effect of issues; access various 
databases and software applications; evaluate business process effectiveness; recommend procedural 
changes for operational improvements or customer service enhancements; recommend programs or software 
applications that improve service levels or operations; reviews billing, consumption, and customer information 
data; analyze fee structure and recommend changes; apply rates schedules.

• Audit cash reports and make bank deposits; maintain petty cash fund. 

• Review and edit material; participate in the development, implementation, and administration of programs, 
software applications, and projects; promote City programs and services.
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THE IDEAL CANDIDATE 
BWP is seeking an energetic, forward-thinking professional to serve as 
Customer Service Supervisor. This individual will plan for the future by 
routinely reviewing data and trends, recommending process improvements, 
and implementing changes that streamline operations and enhance the 
customer experience. This person will be an effective leader and team 
member who gets along well with all types of people and carries out the 
mission of BWP with pride and dignity. The selected candidate will have 
a reputation for being able to deescalate emotionally charged situations 
with customers quickly and respectfully.

QUALIFYING EDUCATION AND EXPERIENCE 
An Associate of Arts Degree in business or public administration, accounting 
or a related field and four years recent experience in customer service, utility 
business or administrative work, including the responsibility of handling 
and accounting for considerable sums of money in cashiering or financial 
clerical work, including one year in a leadworker capacity. NOTE: Additional 
qualifying experience may be substituted for the required education on a 
year-for-year basis. Qualifying applicants will also be able to type accurately 
from clear copy at a speed of 45 net words per minute. 

COMPENSATION AND BENEFITS
The annual salary range for this position is $64,687 - $89,172, DOQ. The City’s 
generous benefits program includes: CalPERS retirement, a 457 deferred 
compensation program, a retiree health savings plan, a cafeteria medical 
insurance plan, dental insurance, a vision plan, vacation and holiday leave, 
tuition reimbursement, a no cost 24/7 on-site gym, an off-site 50 meter lap 
swimming pool, EV charger parking and additional benefits. Further details 
will provided upon request. 

HOW TO APPLY
This recruitment process is to gauge the level of interested candidates.  
All interested candidates may communicate their interest to Alliance RC 
online at www.alliancerc.com by June 19, 2020.

Alliance RC will then refer all interested candidates to officially apply on 
the City of Burbank’s official online application system at a later date.

For questions and inquiries, please contact Cindy Krebs at (562) 901-0769 
or ckrebs@alliancerc.com.

ALLIANCE RESOURCE CONSULTING LLC 
1 Centerpointe Drive, Suite 440 
La Palma, CA 90623

An Equal Opportunity/ADA Employer



THE BWP ECOCAMPUS
The EcoCampus vision started with the need to relocate, modify 
and replace existing facilities to achieve greater employee efficiency 
and safety, improve traffic circulation, provide off-street parking 
and increase security. The EcoCampus incorporates sustainable 
elements, softens the exterior look of the site to appropriately 
blend into an urban setting, and maintains its industrial purpose to 
continue to add economic vitality to the community.

BWP’s Water, Electric, and Administration buildings are all LEED 
Platinum Certified. LEED Platinum is the highest rating from the 
US Green Building council in recognition of an energy efficient facility that is environmentally responsible, 
profitable, and a healthy place to work.

The innovative design of the BWP Centennial Courtyard showcases how an industrial ruin can be transformed 
into usable open space. All the storm water landing in the Centennial Courtyard is directed to a utility tunnel 
running the length of the courtyard. The tunnel has been re-purposed into a phyto-extraction canal where 
carefully selected species of plants filter water runoff before releasing it back into the ground.

THE COMMUNITY
Tucked between the Hollywood Hills and the Verdugo Mountains in the heart of Los Angeles County, the City of 
Burbank is a picturesque city with a small-town feel that belies its prominent position in the world of entertainment. 
Its excellent school system, extensive shopping, moderate year-round climate, tree-lined neighborhoods, proximity 
to ocean and mountains, and many parks make Burbank an excellent place to call home. Burbank is also the Media 
Capital of the World. BWP’s large customers include Walt Disney Company, Warner Bros., NBC’s West Coast 
Headquarters, Nickelodeon, and the Cartoon Network.

Burbank is a Charter City that operates under the City Council-City Manager form of government. The five-
member City Council is elected for four-year overlapping terms, with the Mayor appointed annually from among 
the Council. The City Clerk and the City Treasurer are also elected positions. The City Manager and City Attorney 
are appointed by the City Council. All other department heads are appointed by the City Manager. Burbank is a 
full-service City, employing over 1,400 people, including 345 at BWP. The Burbank City Council and BWP board 
are progressive and supportive. BWP also enjoys supportive and healthy relationships with its union members 
and representatives.

Burbank’s diversified economic base provides full-time employment opportunities for approximately 150,000 
individuals across a wide variety of industries including high tech, retail, finance/banking and hospital/medical. 
In addition, the 17.16 square mile city has 41 public parks and facilities, a public golf course, equestrian trails, 
bike paths, a weekly Farmer’s Market, outstanding municipal services, an innovative recycling program, and high 
performing schools. Named one of the nation’s 100 Best Communities for Young People in 2008 and 2010, the 
City was also ranked the 16th safest city to live in the United States in 2016 by BusinessInsider.com. 

To learn more about Burbank, visit www.burbankca.gov, and read the article recently published by the New York Times, 
https://www.nytimes.com/2020/01/28/realestate/burbank-calif-in-the-valley-over-the-hill-from-los-angeles.html.
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