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Citizen Liaison

	Department:
	Communications	
	Reports To:
	Communications Director
	Division:
	Communications	
	FLSA Status:
	Non-Exempt
	Pay Grade/Range:
	1	
	Revision Date:	
	10/17/2011


GENERAL STATEMENT OF JOB

Under general supervision from the Communications Director, the Citizen Liaison is responsible for creating, tracking and responding to citizen, business and city council concerns and requests.  Elected officials call upon the Citizen Liaison to handle requests for service from their constituents.  In addition, the Citizen Liaison performs oversight and management of the service request program, preparing an annual communication analysis, as well as monthly reports, by ward, to Council members of all activity within their ward. 

Strengths are the unique combination of talents, knowledge, and skills that every person possesses. People use these innate traits and abilities in their daily lives to complete their work, to relate with others, and to achieve their goals. But most people don’t know what their strengths are or have the opportunity to use them to their advantage. At the City of Centennial you will have an opportunity to find out what your strengths are, using StrengthsFinder, and work in a culture of engagement, measured by the Gallup Q12©,  and do what you do best every day.

ESSENTIAL DUTIES
The following statements are illustrative of the essential duties of the job and do not include other nonessential or peripheral duties that may be required. The City of Centennial retains the right to modify or change the essential and additional functions of the job at any time.  

Create and manage a new electronic complaint and request tracking system.  
Manage the service request program by coordinating with other City departments, preparing response letters and e-mail on behalf of the City and personally communicating with citizens on a daily basis 
Complete information requests, resolve complaints and disseminate information about the City.  
Prepare verbal and written reports as needed for City Manager and City Council. 
Prepare an annual communications analysis for use by City Council.
Prepare quarterly and annual reports based on information compiled on service requests.
Serve as an immediate contact for citizens calling the City for assistance and meet with citizens to help resolve problems.
Prepare correspondence responding to requests for service. 
Perform a variety of administrative tasks as needed to respond to requests from City Council, City Manager, and Department Directors. 
Bring appropriate staff from a variety of departments together to resolve problems.
Plan and oversee any outreach efforts for the elected officials.
Perform other duties as assigned.

The duties listed above are intended only as illustrations of the various types of work that may be performed.  The omission of specific statements of duties does not exclude them from the position if the work is similar, related or a logical assignment connected to the position.

KNOWLEDGE, SKILLS AND ABILITIES

Ability to demonstrate strong knowledge of all City services.
Ability to think logically.
Ability to demonstrate good judgment and make decisions independently.
Ability to work with a wide range of people from all levels of the organization.
Ability to handle upset and/or irate citizens in a diplomatic, tactful way that builds credibility and understanding.
Ability to exercise tact and discretion in interactions with elected officials, department directors and co-workers, outside contacts and the general public, and in handling confidential information.
Ability to work through projects in a collaborative environment.
Ability to exercise judgment, manage multiple tasks and deadlines, and work under deadline pressure.
Proficiency with MS Office applications.

MINIMUM EDUCATION, TRAINING AND EXPERIENCE

Bachelor’s degree in public administration, communications or related field.  Progressively responsible work experience involving high degree of public contact and problem solving. Prefer some municipal government experience. Any equivalent combination of education and experience may be considered.

REQUIREMENTS TO PERFORM ESSENTIAL JOB FUNCTIONS

Must be able to perform the essential functions of this job, with or without accommodation. 

Physical Demands
The person in this position must be able to remain in a stationary position 50% of the time; needs to occasionally move about inside the office to access file cabinets, office machinery, etc. Occasionally moves office equipment weighing up to 30 pounds. The person in this position frequently communicates with Council members, staff, vendors, and residents; must be able to exchange accurate information in these situations. Must be able to identify Council members, staff, vendors, and residents, as applicable. Must be able to observe, assess, record, and interpret information. 

Work Environment
Work is performed primarily in an office setting with in-person and telephone contacts and may involve frequent interruptions. Work may require attendance at evening and/or weekend meetings.  

Equipment Used/Required
Frequently operates a computer and other office productivity machinery, such as a calculator, copy/fax machine, and computer printer.

EXPECTATION OF ALL EMPLOYEES
[bookmark: _GoBack]Support the City’s mission and values. 

Mission – The City of Centennial is dedicated to providing a high quality of life, delivering superior customer service and achieving the highest professional standards. We strive to uphold our Mission by adhering to our organizational values.  

Values – How We Govern 
Efficient, Effective, Responsive, Accountable, and Innovative 

Values – How We Treat Each Other 
Respect, Integrity, Partnership, Trust, and Personal & Professional Development 



The job description does not constitute an employment agreement between the employer and employee and is subject to change by the employer as the needs of the employer and requirements of the job change.


The City of Centennial is an Equal Opportunity Employer
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