
PETITION 

The Guam Waterworks Authority & Guam Power Authority hereby petitions the Consolidated 
Commission on Utilities (CCU) the following: 

CREATION OF POSITIONS: (Classified) 
Utility Customer Care Representative I  
Utility Customer Care Representative II 
Utility Customer Care Representative III 

Utility Customer Care Supervisor 

This petition is in compliance with 4 GCA, Chapter 6, §6303 (d) (added by Public Law 28
petition is also required by 4 GCA. §6205 and §6303 as public documents for the purposes of 5 GCA, 
Chapter 10, Art. 1 (Sunshine Law). 

For more information, please  
www.guampowerauthority.com/gpa_authority/careers/gpa_petitions.php or Guam Waterworks 
Authority website at http://www.guamwaterworks.org/careers/petition

-648-3037 or 671-300-6073. 

Miguel C. Bordallo, P.E. John M. Benavente, P.E. 

petitions the Consolidated 

in compliance with 4 GCA, Chapter 6, §6303 (d) (added by Public Law 28-112).  The 
petition is also required by 4 GCA. §6205 and §6303 as public documents for the purposes of 5 GCA, 

website at 
or Guam Waterworks 

Miguel C. Bordallo, P.E. John M. Benavente, P.E. 
General Manager General Manager 



 
 

 
 
 

STAFF REPORT 
CREATION OF POSITIONS 

UTILITY CUSTOMER CARE REPRESENTATIVE SERIES 

 

I. REQUEST: 
 
The Guam Waterworks Authority (GWA) and the Guam Power Authority (GPA) petitions the 
Consolidated Commission on Utilities (CCU) to create the following positions in the classified 
service pursuant Public Law 28-112: 
 

 Utility Customer Care Representative I 

 Utility Customer Care Representative II 

 Utility Customer Care Representative III 

 Utility Customer Care Supervisor 

 
II. AUTHORITY: 

 
Public Law 28-159 (P.L. 28-159), Section 3(c) Amendment of Certified, Technical and Professional 
Positions.  The following information is provided pursuant to 4 GCA §6303 (d) Creation of Positions 
in the Autonomous Agencies and Public Corporation: 
 

(1) The petition of an agency, department or public corporation listed in §4105(a) of this Title 
to create a position shall include: 
 

A. The justification for the new positions; 
 
The Customer Services Division for both Guam Waterworks Authority (GWA) and 
Guam Power Authority (GPA) has evolved throughout the years increasing the 
scope of work to not only service all ratepayers but to manage the day-to-day 
customer care activities and programs. The Customer Services Division is 
responsible for directly interacting with customers through various 
communication modes, requiring additional knowledge abilities and skills of the 
position.   
 
The Customer Services Representative (CSR) series was initially created in July 
1980, which at the time was under the purview of the Civil Service Commission 
(CSC) with the intent of the incumbents to perform customer-related inquiries 
and basic administrative and clerical duties and responsibilities. Currently GPA 
and GWA continue to utilize the following customer service positions: 
 

 Customer Service Representative 

 Customer Service Supervisor 

 Assistant Customer Services Manager 

 Customer Services Manager (GWA) 

 Utility Services Administrator  
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Both utilities have modernized its customer records and billing systems and 
added digital account management platforms for its customers. The above-
referenced positions have not been updated to reflect current duties and 
responsibilities, nor reflect the skill sets and standards for a Utility Customer 
Service Representative to provide proper service to GPA and GWA customers. 
Further, the current use of the Customer Service Representative series created in 
1980 is no longer viable for GPA and GWA to meet the mandates, quality goals, 
and objectives.  The proposed positions roles in the utility services are more 
complex than that of a Customer Service Representative job standard being 
utilized by non-utility agencies or departments.   
 
The role of a Customer Service Representative at GPA and GWA has evolved and 
requires additional knowledge, skills, and abilities specific to a utility organization.  
Direct conversations with utility customers have become increasingly complex 
and take additional time and analysis to research metered consumption, apply 
applicable utility rules, regulations, statutes and rate changes, and resolve 
customer issues.   

 
Thus, the creation of Utility Customer Care Series adequately updates the duties 
and functions for both GPA and GWA Customer Services Divisions.  The creation 
of this series is necessary to effectively identify the enhanced utility-based job 
specifications and complexity required of the Customer Service Division. 
Additionally, the creation of this series provides a uniform basis that support’s 
CCU’s “One Utility” initiative within the Customer Services Division.  

 
B. The essential details concerning the creation of the positions;  

 
See classification review below. 
 

C. An analysis of the similarities and differences between the positions to be created 
and positions listed pursuant to 4 GCA §4101.1(d); 

 
Although the Customer Service Series exist within the Government of Guam, the 
creation of Utility Customer Care Representative I, Utility Customer Care 
Representative II, Utility Customer Care Representative III and Utility Customer 
Care Supervisor is being created specifically for GPA and GWA. These positions 
are necessary to accomplish the strategic goals for both utilities.  
 
Similarities. The existing Customer Service Representative and Customer Service 
Supervisor positions and the proposed Utility Customer Care position series share 
the same core function: responding and resolving customer inquiries and 
requests. 
 
Differences. The proposed Utility Customer Care position series are distinguished 
from the existing Customer Service Representative and Customer Service 
Supervision positions in that the proposed series requires utility-centric 
knowledge, abilities and skills; ability to analyze and apply complex utility rate 
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schedules, including billing calculations; and ability to navigate and perform 
within utility-specific Customer Information System (CIS) programs.  
 

D. The position descriptions;  
 
See attached. 
 

E. The proposed pay ranges and demonstration of compliance with §6301 of this 
Title:  GPA AND GWA’s compensation plan was authorized by P.L. 28-159 and 
approved by the CCU in October 2007.  The proposed compensation is in 
accordance with the Strategic Pay Plan Methodology. 
 

F. A fiscal note as that term in described in 2 GCA §9101 et seq.; and any other 
pertinent information. 
 
The GPA and GWA are responsible for the funding availability for these positions 
and is in compliance with all applicable laws, rules and regulations regarding the 
creation, filling and retention of positions in certified, technical and professional 
positions.  The funding of this position has no financial impact to the Government 
of Guam General Fund. 
 

(2) The petition shall be posted on the agency, department or public corporation’s website for 
ten (10) days (Saturdays, Sundays and government of Guam holidays excepted).  After the 
posting the head shall forward the petition along with evidence of his compliance with 5 
GCA §6303.1(a), to the governing board or commission who, if they approve the same 
shall approve the petition by resolution and file the petition and resolution for records with 
the Director of Administration and the Legislative Secretary. 
 

(3) No new position may be filled until after compliance with the provision of this Section and 
thirty (30) days has elapsed from the date of filing with the Legislative Secretary.” 

 
III. METHODOLOGY: 

 
Information was gathered from various public utilities associated with the American Public Power 
Association (APPA) and American Waterworks Association (AWWA) and other utilities with 
comparable positions within the United States.  The information collected was used to analyze 
and develop the proposed job standards as they apply to the work performed at GPA and GWA.  
The staff collaboratively reviewed the duties associated with the proposed creations as indicated 
in the position descriptions.  In evaluating these positions, the Strategic Pay Job Evaluation 
Methodology was utilized to determine the job evaluation points based on a total of twelve (12) 
measurement factors:  Education, Experience, Complexity, Scope of Work, Problem Solving, 
Freedom to Act/Supervision Received, Work Environment, Physical Demands, Impact of 
Discretionary Decisions, Human Relations Skills/Contact, Authority Exercised, and 
Supervisor/Managerial Responsibility. 
 
 

IV. RECOMMENDATION: 
 





UTILITY CUSTOMER CARE REPRESENTATIVE I 

NATURE OF WORK IN THIS CLASS: 

This is routine utility customer service work. 

Under direct supervision, employees in this class perform routine customer service duties 
involving the processing of utility services and providing billing information for the Guam 
Power Authority or Guam Waterworks Authority.  

ILLUSTRATIVE EXAMPLES OF WORK: (Any one position may not include all the duties listed, 
nor do the examples cover all the duties which may be performed.) 

Directly interact with customers through various communication modes to receive, 
respond and process all classes of electric, water and sewer service applications for 
routine customer inquiries, new installations, service terminations, reconnections, 
account changes, general billing inquiries and disputes, payment plans, and utility 
infrastructure services. 

Reviews applications, determines eligibility and calculates initial deposits required; 
Establish and maintain customer records in Customer Information System (CIS) and 
manual file; Process and update account changes by data entry, to include billing 
information and service address changes. 

Uses utility services rules, ordinances, policies and rate schedules to explain service fees, 
rates, and procedures to customers. 

Assist with customer inquiries and complaints; may determine appropriate action within 
established guidelines. 

Prepares daily, weekly, or monthly reports related to utility activities; maintains pertinent 
logs; Assist in compiling data for customer reconciliation reports and special reports. 

Generates work orders and service calls for utility related activities for all classes of 
services.  

Performs related duties as required. 

MINIMUM KNOWLEDGE, ABILITIES AND SKILLS: 

Knowledge of modern office practices and procedures. 

Knowledge of business data processing principles and the use of basic computer 
software and hardware.   

Ability to learn, interpret and apply utility codes, regulations, policies, and procedures 
related to utility services.  

Attachment A
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Ability to navigate Customer Information System (CIS) and computerized programs to 
complete customer-related tasks. 

Ability to provide courteous and efficient customer service through various modes of 
communication by answering questions without unnecessary delay and maintain 
professional demeanor. 

Ability to maintain the confidentiality of a wide range of sensitive account and/or customer 
information. 

Ability to communicate effectively orally and in writing. 

Ability to perform arithmetic computations, statistical techniques and prepare graphs. 

Ability to work effectively with the public and employees. 

Ability to maintain records and prepare reports. 

MINIMUM EXPERIENCE AND TRAINING: 

A) One (1) year of customer service experience involving public contact work, administrative
and clerical experience and graduation from high school or equivalent; or

B) Any equivalent combination of experience and training which provides the minimum
knowledge, abilities and skills.

LICENSES, CERTIFICATES, AND SPECIAL REQUIREMENTS: 

Possession of a valid drivers’ license.  

Established:   

______________________________ 
JOSEPH T. DUENAS, Chairman 
Consolidated Commission on Utilities 



UTILITY CUSTOMER CARE REPRESENTATIVE II 

NATURE OF WORK IN THIS CLASS: 

This is moderately complex utility customer service work. 

Under general supervision, employees in this class perform a variety of routine and 
moderately complex utility customer service duties involving the processing of utility 
services and providing billing information for the Guam Power Authority and/or Guam 
Waterworks Authority.  

ILLUSTRATIVE EXAMPLES OF WORK: (Any one position may not include all the duties listed, 
nor do the examples cover all the duties which may be performed.) 

Directly interact with customers through various communication modes to receive, 
respond and process all classes of electric, water and sewer service applications for 
customer inquiries, new installations, service terminations, reconnections, account 
changes, billing inquiries and disputes, payment plans, and utility infrastructure services. 

Reviews applications, determines eligibility and calculates applicable fees required; 
Establish and maintain customer records in Customer Information System (CIS) and 
manual file; Process and update account changes by data entry, to include billing 
information and service address changes.  

Assist to conduct moderately complex research on utility related activities; determines 
facts and reports findings; may recommend applicable adjustments to customer accounts. 

Uses utility services rules, ordinances, policies and rate schedules to explain service fees, 
rates, and procedures to customers; may recommend waiving fees under appropriate 
circumstances. 

Assist with customer inquiries and complaints; may recommend appropriate action within 
established guidelines. 

Prepares daily, weekly, or monthly reports related to utility activities; maintains pertinent 
logs; compiles data for customer reconciliation reports and special reports. 

Generates work orders and service calls for utility related activities for all classes of 
services.  

Prepares customer service correspondence and memoranda. 

Performs related duties as required. 

Attachment B
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MINIMUM KNOWLEDGE, ABILITIES AND SKILLS: 

Knowledge of utility services rules, codes, regulations, policies and procedures. 

Knowledge of basic methods, procedures, practices, and terminology used in billing and 
collections of customer accounts.  

Knowledge of effective customer service and public relations techniques. 

Knowledge of business data processing principles and the use of basic computer 
software and hardware.  

Ability to navigate Customer Information System (CIS) and computerized programs to 
complete customer-related tasks. 

Ability to provide courteous and efficient customer service through various modes of 
communication by answering questions without unnecessary delay and maintain 
professional demeanor. 

Ability to maintain the confidentiality of a wide range of sensitive account and/or customer 
information. 

Ability to communicate effectively orally and in writing. 

Ability to perform arithmetic computations, statistical techniques and prepare graphs. 

Ability to work effectively with the public and employees. 

Ability to maintain records and prepare reports. 

MINIMUM EXPERIENCE AND TRAINING: 

A) Two (2) years of experience as a Utility Customer Service Representative I and graduation
from high school or equivalent; or

B) Any equivalent combination of experience and training which provides the minimum
knowledge, abilities and skills.

LICENSES, CERTIFICATES, AND SPECIAL REQUIREMENTS: 

Possession of a valid drivers’ license.  

Established:   

______________________________ 
JOSEPH T. DUENAS, Chairman 
Consolidated Commission on Utilities 



UTILITY CUSTOMER CARE REPRESENTATIVE III 

NATURE OF WORK IN THIS CLASS: 

This is complex utility customer service work. 

Employees in this class independently perform a variety of complex utility customer 
service duties involving the processing of utility services and providing billing information 
for the Guam Power Authority and/or Guam Waterworks Authority.  

ILLUSTRATIVE EXAMPLES OF WORK: (Any one position may not include all the duties listed, 
nor do the examples cover all the duties which may be performed.) 

Directly interact with customers through various communication modes to receive, 
respond and process all classes of electric, water and sewer service applications for new 
installations, service terminations, complex billing inquiries and disputes, payment plans, 
prepaid plans and utility infrastructure services. 

Reviews applications, determines eligibility and calculates applicable fees required; 
Establish and maintain utility accounts in Customer Information System (CIS); Process 
and update account changes by data entry, to include billing information and service 
address changes; may recommend applicable adjustments and corrections. 

Interprets utility services rules, ordinances, policies and rate schedules to explain service 
requirements, fees, rates, and procedures to customers; Provides technical assistance to 
customer service staff for complex related inquiries; Reviews and approves requests to 
waive fees from junior level Utility Customer Care Representatives  

May lead the work of other Utility Customer Care Representatives or customer care 
programs; may provide instruction and training to junior level staff and review work 
regarding correctness, accuracy, and adherence to general service level and quality 
standards.  

Conducts complex research on utility related activities; determines facts and reports 
findings.  

May conduct research, assessment and processing of customer claims filed against the 
Utilities; research fair or depreciated market value for damaged appliance or household 
goods; provides recommendation to committee for resolution; may serve on various 
internal committees as a customer care representative.   

Research, analyze and resolve disputed billing and collection accounts; prepare statistical 
data and analysis for management review.  

Assist in analyzing and recommending improvements to utility services, records, billing 
information, metering methods and other related information. 

Attachment C
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Assist to handle escalated customer service inquires and complaints through direct action 
within established guidelines.  

Prepares and analyze daily, weekly, or monthly reports related to utility activities; 
maintains pertinent logs; compiles data for customer reconciliation reports and special 
reports.  

Assist the Customer Service Supervisor or Utility Services Administrator with special 
projects and assignments.  

Generates work orders and service calls for service transactions for all classes of utility 
services.  

Performs related duties as required. 

MINIMUM KNOWLEDGE, ABILITIES AND SKILLS: 

Knowledge of utility services rules, codes, regulations, policies and procedures. 

Knowledge of basic methods, procedures, practices, and terminology used in billing and 
collections of customer accounts.  

Knowledge of effective customer service and public relations techniques. 

Knowledge of business data processing principles and the use of basic computer 
software and hardware.  

Ability to navigate Customer Information System (CIS) and computerized programs to 
complete customer-related tasks. 

Ability to research and analyze information related to fees, billing, and/or collections. 

Ability to provide courteous and efficient customer service through various modes of 
communication by answering questions without unnecessary delay and maintain 
professional demeanor. 

Ability to maintain the confidentiality of a wide range of sensitive account and/or customer 
information. 

Ability to lead and train the work of others. 

Ability to compose correspondences independently. 

Ability to communicate effectively orally and in writing. 



Page 3 of 3 

Ability to perform arithmetic computations, statistical techniques and prepare graphs that 
assist customers to understand complex billing issues or explain irregularities.  

Ability to work effectively with the public and employees. 

Ability to maintain records and prepare reports. 

MINIMUM EXPERIENCE AND TRAINING: 

A) Four (4) years of experience as a Utility Customer Care Representative, including two (2)
years as a Utility Customer Care Representative II and graduation from high school or
equivalent; or

B) Any equivalent combination of experience and training which provides the minimum
knowledge, abilities and skills.

LICENSES, CERTIFICATES, AND SPECIAL REQUIREMENTS: 

Possession of a valid drivers’ license.  

Established:  

______________________________ 
JOSEPH T. DUENAS, Chairman 
Consolidated Commission on Utilities 



Attachment D 

UTILITY CUSTOMER CARE SUPERVISOR 

NATURE OF WORK IN THIS CLASS: 

This is supervisory work in customer service and billing activities. 

Employees in this class provides first-line supervision to customer service personnel 
involving the processing of utility services and providing billing information for the Guam 
Power Authority and/or Guam Waterworks Authority.  

ILLUSTRATIVE EXAMPLES OF WORK: (Any one position may not include all the duties listed, 
nor do the examples cover all the duties which may be performed.) 

Supervises, plans, assigns, review and participates in the processing of utility service 
applications through various modes of communication, including new installations, 
service terminations, billing inquiries and disputes, payment plans, prepaid plans and 
utility infrastructure services. 

Receive, review and disseminate work orders, service orders and other applicable 
documents from other divisions for further processing and completion for utility related 
activities. 

Supervises research on utility related activities; determines facts and resolves inquires 
and disputes within established guidelines; applies applicable adjustments to customer 
accounts. 

Supervises the research of customer delinquent accounts; schedule non-payment 
disconnection.  

Responsible for the maintenance of residential, commercial and government utility 
records.  

Supervises the daily activities and safety of Utility Customer Care Representatives and/or 
customer care programs; Provides instruction and training to junior level staff and review 
work; conducts performance appraisals; provides appropriate corrective actions, as 
necessary.    

Prepare correspondences and technical reports for Utility Services Administrator; 

Review meter tampering cases as provided by Internal Auditor’s office; bill accounts 
accordingly; provide findings to Utility Services Administrator for review and approval. 

Formulates utility policies and procedures and other appropriate guidelines. 

May work with other government agencies for customer related activities. 

Performs other duties as assigned. 
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Performs quality assurance such as reviewing recorded phone calls of Utility Customer 
Care Representatives assisting customers and providing feedback and coaching if 
necessary. 

MINIMUM KNOWLEDGE, ABILITIES AND SKILLS: 

Knowledge of utility services rules, codes, regulations, policies and procedures. 

Knowledge of basic methods, procedures, practices, and terminology used in billing and 

collections of customer accounts.  

Knowledge of management and/or modern public administration principles, practices, 
and techniques; 

Knowledge of Customer Information System (CIS) and other computerized programs to 
complete customer-related tasks.  

Knowledge of effective customer service and public relations techniques. 

Ability to recommend and implement goals, objectives, policies and procedures for 
providing customer service functions. 

Ability to supervise, plan and schedule work assignments. 

Ability to maintain clear, concise, and accurate records and reports; prepare periodic and 
special reports.  

Ability to analyze and resolve complex customer service complaints and issues. 

Ability to provide courteous and efficient customer service through various modes of 
communication by answering questions without unnecessary delay and maintain 
professional demeanor. 

Ability to maintain the confidentiality of a wide range of sensitive account and/or customer 
information 

Ability to communicate effectively orally and in writing. 

Ability to perform arithmetic computations, statistical techniques and prepare graphs that 
assist customers to understand complex billing issues or explain irregularities.  

Ability to work effectively with the public and employees. 

MINIMUM EXPERIENCE AND TRAINING: 

A) Two (2) years as a Utility Customer Care Representative, including one (1) year as a Utility
Customer Care Representative III and graduation from a recognized college or university
with a Bachelor’s degree; or



Page 3 of 3 

B) Any equivalent combination of experience and training which provides the minimum
knowledge, abilities and skills.

LICENSES, CERTIFICATES, AND SPECIAL REQUIREMENTS: 
Possession of a valid drivers’ license.  

Established: 

______________________________ 
JOSEPH T. DUENAS, Chairman 
Consolidated Commission on Utilities 


