National Rural Transit Assistance Program (National RTAP) Resource Center Customer and Product Specialist
National RTAP is a program funded by the Federal Transit Administration (FTA) to provide training resources and technical support to rural and Tribal transit operators and State managers of Section 5311 and RTAP programs.  TransAction Associates, through its non-profit organization Neponset Valley Transportation Management Association, currently administers the National RTAP program on behalf of FTA.  For more information about the products and services offered by National RTAP, please visit our website, www.nationalrtap.org.  
National RTAP’s full-time staff currently consists of an Executive Director, Assistant Director, Director of Technology, and a Resource Center Project Manager.  Overall direction is provided by the Principal-in-Charge; a Senior Technical Manager and a Shipping Assistant contribute to National RTAP work on a part-time basis.  Development of some products is guided by a Review Board composed of seven representatives of State Departments of Transportation and seven representatives of rural/Tribal transit providers.  

We are seeking a full-time qualified candidate to provide customer service as a Resource Center Customer and Product Specialist that will perform technical assistance activities, facilitate product orders and conduct regular customer outreach and contact management.  
Responsibilities: 

· Customer Management 

· Respond to requests for products, technical assistance and information. 
· Gather specific request or problem information and log each support request into a spreadsheet.  Monitor the status of each request to ensure timely response to customers.  
· Lead the distribution of information and materials both over the Internet and through the USPS or overnight delivery services. Organize orders for packing and shipping by Shipping Assistant. 

· Maintain Resource Library 
· Contribute to the development of the general library collection.
· Maintain and update an online and internal library of National RTAP Products.  
· Upload documents to online library system; evaluate usefulness of documents, write document summaries, identify keywords and connect related resources for each product.
· Use National RTAP’s web-based Resource Library application to manage online orders for products.  
· Assist with monthly physical Resource Library inventory reviews.
· Order shipping supplies.
· Website 
· Manage and update specific pages on the National RTAP Website.
· Work with the Director of Technology, when necessary, to indentify website and/or web application issues.
· Outreach/Communications 
· Research and prepare bimonthly eNews communications and special product/event announcements for customer distribution.
· Conduct research and maintain a working knowledge of significant developments and trends in the field of rural transit.
· Communicate with customers by email, online chat and phone and answer questions that may or may not require further research and follow-up.
· Provide input for monthly and quarterly reports.
· Maintain and update master contact database.
· Demonstrate customer relations skills and maintain a positive program image during all interactions with customers. 
· Utilize and manage Constant Contact Database.
· Other:
· Edit documents prepared by staff members upon request.
· Participate in continuing education, conference, workshops, seminars, or other activities that enhance professional knowledge. 
· Participate in alpha and beta testing for National RTAP product development.
· Research and prepare technical briefs.
· Other duties as assigned.  
Candidate Qualifications and Skill Sets:

· Bachelor’s Degree in library science or transportation planning, transportation engineering, transportation policy analysis, public administration, marketing and communications, or related field.  
· Previous work experience in one or more of the following areas:  Help desk support; call center or technical support; research; training; and/or transportation service provision or planning, particularly in a rural/small urban/Tribal environment.  Librarians experience a plus.
· Ability to troubleshoot problems, research and find answers to customer questions, provide follow-up 

· Excellent organizational skills
· Excellent oral and written skills
· Affinity for new technology 

· Must have customer service orientation

· Must be a self-starter

· Must be a team player who also works well independently 

· Must have ability to assess and provide proactive advice or solutions 

· Will thrive in a small office 

· Have a professional appearance

· Have excellent oral and written English communication skills 
· Familiarity with MS Office software (Word, Excel, PowerPoint); Constant Contact.  Familiarity with Adobe Photoshop, Illustrator, and/or InDesign a plus.  
Other: 
Headquarters is located in Woburn, MA.  

· Benefits provided:  70% of a single-person’s healthcare (pro-rated for families); two weeks’ vacation, five sick days, eight holidays, and short-term and long-term disability insurance.

· Some travel required.

To Apply: 

Please e-mail or fax a resume, cover letter describing your interest and qualifications for the job and salary requirements, contact information for three references, and any relevant work samples to the following address.  No phone calls, please.
Patti Monahan, Executive Director
National Rural Transit Assistance Program

c/o TransAction Associates, Inc.
5 Wheeling Avenue, Unit B
Woburn, MA 01801
FAX:  781-895-1122
e-mail: pmonahan@nationalrtap.org
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