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			This position description serves as the official classification document of record for this position. Please complete the information as accurately as you can as the position description is used to determine the proper classification of the position.




	

		2. Employee's Name (Last, First, M.I.)
	8. Department/Agency

	
	TREASURY CENTRAL PAYROLL

	3. Employee Identification Number
	9. Bureau (Institution, Board, or Commission)

	
	City Income Tax Bureau

	4. Civil Service Position Code Description
	10. Division

	Departmental Technician-A
	Customer Service and Returns Processing

	5. Working Title (What the agency calls the position)
	11. Section

	DEPARTMENTAL TECHNICIAN
	

	6. Name and Position Code Description of Direct Supervisor
	12. Unit

	GAUDARD, GRETCHEN M; STATE ADMINISTRATIVE MANAGER-1
	

	7. Name and Position Code Description of Second Level Supervisor
	13. Work Location (City and Address)/Hours of Work

	BURTON, LAWRENCE; STATE DIVISION ADMINISTRATOR
	Operations Center, 7285 Parsons Drive, Dimondale, MI Monday - Friday, 8:00 am to 5:00 pm




	



	

	
		
	
	
	

	
		14. General Summary of Function/Purpose of Position



	
	

	
	
	
	

		This position supports the City Income Tax Bureau (CITB) staff and management in the following primary functions:
1. Planning, developing, and delivering training for team members.
2. Reviewing standard methods of operation and making recommendations for improving efficiency and effectiveness of operations.
3. Drafting City Income Tax communications within the Bureau.
4. Monitoring, evaluation, and coaching of customer interactions (calls, correspondence, and processed returns).
5. Handling issues that require understanding of technical areas such as tax clearance and hearings preparation and assisting section staff with compilation and analysis of reports.



	

	
	
	
	



	




	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
			15. Please describe the assigned duties, percent of time spent performing each duty, and what is done to complete each duty.

List the duties from most important to least important. The total percentage of all duties performed must equal 100 percent.




	
			Duty 1

	General Summary:
	Percentage:
	40

	Plan, develop, and conduct training and quality assurance – This position is responsible for working with section staff, develop training and reference materials for CITB. Provide for the continuous improvement of section performance through the development and delivery of training programs. Responsible for quality assurance evaluation and coaching of calls, correspondence, and completed returns.

	Individual tasks related to the duty:
	
	

	· Designs and reviews the training plans for new and existing staff.
· Partners with Revenue Services Training unit to develop material and enter the material into the State’s Learning Management Center (LMS). Monitors online and in person training attendance and creates reports and metrics utilizing this data.
· Develops three and six-month training evaluation plans for supervisors to ensure that employees retain the training content and are proficient in the area of training content.
· Serves as a NICE quality assurance system administrator. Duties include:
· Creates and updates intricate internal quality assurance forms through advanced software schema changes to ensure the formulas built within the schemas calculate appropriately to assess the correct QA score for each requirement outlined on the form for every staff member.                                                                                                         
· Creates and updates multi-faceted user groups through advanced software schema changes to ensure all staff requiring QA are identified and placed in the right groups for reports and metrics used by management for strategic decision making.

	Duty 2

	General Summary:
	Percentage:
	25

	Provides System Support – This position is responsible for testing CITB technology including system testing, monitoring, and tracking remedy ticket and change control status. Recommends changes to processes and systems that support best practices and streamline workflow. Develop and maintain web content for internal customers.

	Individual tasks related to the duty:
	
	

	· Identifies and recommends changes to current business process and software business rules to assist with determining course of action for remedy tickets and change controls.
· Identifies, makes recommendations, and supports analyst with technology initiatives related to on-line/electronic self-service options for customers.
· Assists analysts with system testing for validation of production updates. This testing is complex as it is not related to routine year end updates. These are exceptional system updates that require extensive tax knowledge in order to test and assist the analysts.
· Designs, maintains, and facilitates SharePoint site housing procedures and online knowledge base for bureau.
· Web liaison and coordinator for FAQs, contact information and all forward facing websites visible to City of Detroit taxpayers.

	Duty 3

	General Summary:
	Percentage:
	20

	Serve as a Technical Resource - This position serves in a technical resource capacity for the section by handling issues such as tax clearance and hearings preparation. Work with external customers as well as internal customers to resolve issues in a timely manner.

	Individual tasks related to the duty:
	
	

	· Responsible for accessing the secure portal shared with the City of Detroit and uploading tax clearance applications to this secure portal following all confidential tax data sharing agreements in place with staff employed directly by the City of Detroit. Then, assigning account review to CSRs staff, and acts as a point of contact for communication with City of Detroit for all tax clearance requests, applications, and timelines.
· Responsible for receiving and reviewing all Board of Review, hearing requests directly from the City of Detroit Board staff, and Michigan Tax Tribunal requests. These are escalated, high profile, and complex requests that have large scale impacts to the processes, procedures and/or operations of the City Tax Division. The staff also make determinations on next steps and assigning any follow up work to TCSR staff that results from the hearing and tribunal request documentation.
· Responsible for the distribution of the workload for the TCSR staff by monitoring reports with production levels and making decisions to assign service requests and specialized tax account work items related to normal production and special project functions.
· Responsible for locating and correctly applying mis-applied payments to City of Detroit tax accounts in the SAP system, including accounts where payments have no taxpayer identifying information.
· Administer data input and updates to the City of Detroit Partnership Access database. Duties include:                                                                                                                    
· Creates and updates key financial and tax information into multiple tables, requiring extensive knowledge of the database tables that drive data connections, and correct generation of reports used to communicate revenue to the City of Detroit.                         
· Analyzes information input into data tables and using extensive data analytics knowledge to accurately process partnership tax returns.                                                    
· Analyzes data output after returns processing to confirm correct transactions are created relating to payments and liability for each taxpayer account.                                              
· Reviews database output to ensure information documented on tax letters sent to taxpayer are accurate matching liabilities and payments recorded in the database tables.

	Duty 4

	General Summary:
	Percentage:
	10

	Recommend business process improvements – This position works with section staff and creates and provides information for reporting and monitoring section performance.

	Individual tasks related to the duty:
	
	

	· Creates and executes complex queries in NICE, Finesse, and Siebel for staff production tracking, which require compilation of data from multiple sources, reports of varying data, advanced data analytics along with creating a summary of the reports reviewed.
· Creates, analyzes, and distributes staff QA performance reports in NICE software system. These reports include trend identification of performance issues and training opportunities and includes communication to management for continuous staff performance improvement.

	Duty 5

	General Summary:
	Percentage:
	5

	Other duties as assigned, including serving as a member for projects established by management.

	Individual tasks related to the duty:
	
	

	· Miscellaneous office duties as assigned.
· Assist in the development of parameters and procedures for completion of special projects.
· Assist supervisors in coaching team members to improve the quality of customer service.









	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
		
	

	
		16. Describe the types of decisions made independently in this position and tell who or what is affected by those decisions. 




	
	

		Evaluation and coaching of staff for improved quality. Recognition of team member’s superior performance. Recommending changes to procedures and training that enhance the quality of work. Serving as a technical resource for staff.






	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
		
	

	
		17. Describe the types of decisions that require the supervisor's review. 




	
	

		Disclosure of information in unusual situations. Coaching related to performance issues potentially identified as disciplinary in nature. Analysis of new policies as they impact the City Income Tax Bureau.






	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
		
		18. What kind of physical effort is used to perform this job? What environmental conditions in this position physically exposed to on the job? Indicate the amount of time and intensity of each activity and condition. Refer to instructions.




	
	

		This individual must work at a desk for long periods of time. The job requires extensive use of a personal computer, consisting of repetitive motions used in keyboarding and information retrieval. The individual will present information in small group settings and may facilitate discussions in small to medium sized groups.






	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
			19. List the names and position code descriptions of each classified employee whom this position immediately supervises or oversees on a full-time, on-going basis.




	
	
	

		Additional Subordinates



	

	
	
	

	
		



	

	
	
	



	

	
	
	
	
	
	
	
	
	
	
	

	
			20. This position's responsibilities for the above-listed employees includes the following (check as many as apply):




	
	
	
	
	
	
	
	
	

	
		N



	
		Complete and sign service ratings.



	
		N



	
		Assign work.



	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
		N



	
		Provide formal written counseling.



	
		N



	
		Approve work.



	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
		N



	
	
	

	
		N



	
		Approve leave requests.



	
	
	
		Review work.



	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
		N



	
		Approve time and attendance.



	
		N



	
		Provide guidance on work methods.



	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
		N



	
		Orally reprimand.



	
		N



	
		Train employees in the work.



	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	



	

	
	
	
	
	
	
	
	
	
	
	

	
			22. Do you agree with the responses for items 1 through 20? If not, which items do you disagree with and why?




	
	

	
		Yes.






	

	
	
	
	
	
	
	
	
	
	
	

	
			23. What are the essential functions of this position?




	
	

	
		This position supports the City Income Tax Bureau staff and management in planning, developing and delivering training for team members and is responsible for reviewing standard methods of operation and making recommendations for improving efficiency and effectiveness of operations. The position is also responsible for communications within the Bureau. Additional responsibilities include monitoring, evaluation and coaching of customer interactions (calls, correspondence and processed returns), handling issues that require understanding of technical areas such as tax clearance and hearings preparation and assisting section staff with compilation and analysis of reports.






	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
			24. Indicate specifically how the position's duties and responsibilities have changed since the position was last reviewed.




	
	

	
		Position Description was adjusted to reflect City Income Tax Bureau (CITB).






	

	
	
	
	
	
	
	
	
	
	
	

	
	
			25. What is the function of the work area and how does this position fit into that function?




	
	

	
		The City Income Tax Bureau is responsible for the timely and quality processing of tax returns, operation of a customer service contact center and overall operational performance measurement. The Departmental Technician position plays a key role in staff support, assisting with monitoring and testing of the processing system, training front line staff, assisting with responses to taxpayer inquiries via phone, mail, and electronic media. In addition, the Departmental Technician will be responsible for the content of websites and the monitoring and testing of electronic contact channels and quality assurance activities.






	

	
	
	
	
	
	
	
	
	
	
	

	
	
			26. What are the minimum education and experience qualifications needed to perform the essential functions of this position.



	

	
	
	
	
	
	
	

		EDUCATION:



	
	
	
	
	

	
	
	
	
	
	
	

		Education typically acquired through completion of high school.





	
	
	
	
	
	
	

		EXPERIENCE:



	
	
	
	
	

	
	
	
	
	
	
	

		
Departmental Technician 10
Two years of experience as a supervisor of administrative support activities equivalent to the 9-level in state service.

OR

Two years of experience performing administrative support activities equivalent to the 9-level in state service.

OR

Three years of experience as a technician or paraprofessional, including one year of experience equivalent to the experienced level in state service.

Alternate Education and Experience

Departmental Technician 10
Possession of a Bachelor’s degree and one year of professional experience may be substituted for the experience requirement.




	
	
	
	
	
	
	

		KNOWLEDGE, SKILLS, AND ABILITIES:



	
	
	
	

	
	
	
	
	
	
	

		The employee must be able to effectively communicate with others, coach others for improved performance and analyze situations dealing with tax related matters and resolve them. The employee must have a thorough knowledge of the applicable legislation/statutes as well as the procedures and policies of the Department and resource materials available and the ability to effectively utilize software such as Siebel/CRM, FileNet, S4, and CXOne.




	
	
	
	
	
	
	

		CERTIFICATES, LICENSES, REGISTRATIONS:



	
	
	

	
	
	
	
	
	
	

		This position has a FTINPRINT sub-class code. The sub-class code indicates the position has access to Federal Tax Information (FTI).




	
	
	
	
	
	
	

	
		NOTE: Civil Service approval does not constitute agreement with or acceptance of the desired qualifications of this position.



	
	

	
	
	
	
	
	
	



	

	
	
	
	
	
	
	
	
	
	
	

	
	
		
	
	
	
	

	
		I certify that the information presented in this position description provides a complete and accurate depiction of the duties and responsibilities assigned to this position.



	

	
		



	
		



	

	
	
	
	
	

	
		Supervisor



	
		Date



	

	
	
	
	
	



	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
		TO BE FILLED OUT BY APPOINTING AUTHORITY



	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
		
	
	

	
		Indicate any exceptions or additions to the statements of employee or supervisors.



	

	
	
	

	
		N/A.



	

	
	
	



	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
		
	
	
	
	

	
		I certify that the entries on these pages are accurate and complete.



	

	
	
	
	
	

	
		



	
		



	

	
	
	
	
	

	
		Appointing Authority



	
		Date



	

	
	
	
	
	



	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
		
	
	
	
	

	
		I certify that the information presented in this position description provides a complete and accurate depiction of the duties and responsibilities assigned to this position.



	

	
		



	
	
	

	
	
	
		



	

	
	
	
	
	

	
	
	
	
	

	
		Employee



	
	
	

	
	
	
		Date



	

	
	
	
	
	

	
	
	
	
	



	

	
	
	
	
	
	
	
	
	
	
	



