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		POSITION DESCRIPTION



	
	
	

	
	
	
	
	
	
	
	



	

	
	
	
	
	

	
	
			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

	
	MDHHS-DPT OF HUMAN SVC CNTL OF

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

	
	Disability Determination Service

	4. Civil Service Position Code Description
	10. Division

	General Office Assistant-E
	

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

	CUSTOMER SERVICE CALL AGENT
	Customer Service Center

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

	OFFICE SUPERVISOR-1
	

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

	REAGAN, PETA ANN T; STATE ADMINISTRATIVE MANAGER-1
	Lansing, MI / 8:00 a.m. - 5:00 p.m., Mon - Fri




	



	

	
		
	
	
	

	
		14. General Summary of Function/Purpose of Position



	
	

	
	
	
	

		This position provides quality customer service to the citizens of Michigan by answering incoming calls and addressing issues from claimants, attorneys, medical sources, and other callers as necessary to assist in the process of adjudicating disability cases received in the Michigan DDS.  
Customer Service Center Agents assist in answering questions and providing information related to a case with the intent to provide a resolution, relaying pertinent case specific information to examiners and/or managers, and functions with basic office procedures and program guidelines.  Documents conversations and outcomes in DCPS. 



	

	
	
	
	



	




	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
			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:
	90

	Answers incoming phone calls related to claimant disability cases, determines the purpose of the call and ensures accurate response information is provided regarding status inquiries and providing excellent customer service.

	Individual tasks related to the duty:
	
	

	· Utilizes the Cisco Finesse computer system and is knowledgeable in DCPS to answer incoming calls in a timely manner.
· Verifies identity of the caller and captures correct contact information in case notes (DCPS).  Ensures case notes are written eligibly so a subsequent reviewer can determine what information or action is needed.  
· Provides quality customer service to callers within the appropriate number minutes as indicated by management, if possible.  
· Provides daily accurate information to callers by utilizing agency guidelines in determining the correct response and on claimant status inquiries by reviewing all components of the electronic folder and DCPS and responding with appropriate actions.
· Determines when and if a call needs to be transferred to other resources (i.e., examiner, manager, lead worker, or another office).
· Obtains pertinent information provided by caller and is able to effectively redirect conversations when applicable to keep call time to a minimum.
· Works proactively in a team environment, striving for success.
· Exhibits a positive attitude and can problem solve issues.
· Can work independently in a remote environment while still engaging with team members.
· Works proactively in a team environment, striving for success.  Works independently in a remote environment while still engaging with team members.
· Able to identify a crisis situation on the phone and ask for assistance or able to defuse.
· Identifies and establishes appropriate steps when handling calls with uncooperative or upset callers.  
· Exhibits a positive attitude, can problem solve issues, and is self-driven to assist others.
· Performs desktop faxing where needed.
·  Manages time effectively to ensure required tasks are completed.

	Duty 2

	General Summary:
	Percentage:
	10

	Other duties as assigned.

	Individual tasks related to the duty:
	
	

	· Assist with identifying ways to improve the business process.
· Reviews desk guides and suggests changes to streamlining the business process.
·  Other tasks as assigned.









	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
		
	

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




	
	

		This position is authorized to make decisions that focus on assisting the caller.  This position is intended to be a resource to callers that provides a broad range of information: direction, instructions, next steps, information gathering, identifying issues, explaining procedures, resolves complaints and promotes good public relations.  Being knowledgeable regarding procedures and guidelines which impact the development of a disability determination successfully.






	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
		
	

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




	
	

		This position is required to seek supervisory input on decisions for non-routine call center matters or calls that are determined to be a suicidal or homicidal caller.






	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
		
		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 position functions primarily in a remote environment which may include sitting, standing, bending, and extended periods of computer work and on-going daily keyboarding exercises.  






	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
			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 provides quality customer service to the citizens of Michigan by answering incoming calls and addressing issues from claimants, attorneys, medical sources, and other callers as necessary to assist in the process of adjudicating disability cases received in the Michigan DDS. 
Customer Service Center Agents assist in answering questions and providing information related to a case with the intent to provide a resolution, relaying pertinent case specific information to examiners and/or managers, and functions with basic office procedures and program guidelines.  Documents conversations and outcomes in DCPS. 






	

	
	
	
	
	
	
	
	
	
	
	

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




	
	

	
		New Position 






	

	
	
	
	
	
	
	
	
	
	
	

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




	
	

	
		The Michigan Disability Determination Service provides disability determinations for the Social Security Administration and the State disability programs.  This position works in the newly developed DDS Customer Service Center and will assist with claimant calls and inquiries, which may include claimants, vendors, or claimant representatives.






	

	
	
	
	
	
	
	
	
	
	
	

	
	
			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:



	
	
	
	
	

	
	
	
	
	
	
	

		General Office Assistant 5: No specific type or amount of experience is required.
General Office Assistant 6: One year of administrative support experience.
General Office Assistant E7: Two years of administrative support experience, including one year equivalent to the intermediate level




	
	
	
	
	
	
	

		KNOWLEDGE, SKILLS, AND ABILITIES:



	
	
	
	

	
	
	
	
	
	
	

		· Able to identify issues and problem solve with resolutions in a timely and efficient manner.
· Customer service focused and oriented.
· Able to multitask.
· Functions independently, but also as a team.
· Asks questions when necessary.
· Good communication skills and interpersonal skills.
· Must be good with time management techniques and desk load management.
· Ability to operate softphone system.
· Able to resolve work-related problems independently in some cases.
The MDHHS mission is to provide opportunities, services, and programs that promote a healthy, safe, and stable environment for residents to be self-sufficient. We are committed to ensuring a diverse workforce and a work environment whereby all employees are treated with dignity, respect and fairness.                       
 




	
	
	
	
	
	
	

		CERTIFICATES, LICENSES, REGISTRATIONS:



	
	
	

	
	
	
	
	
	
	

		None




	
	
	
	
	
	
	

	
		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.



	

	
	
	

	
		None



	

	
	
	



	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
		
	
	
	
	

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



	

	
	
	
	
	

	
		LORA ADEE



	
		1/9/2024



	

	
	
	
	
	

	
		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



	

	
	
	
	
	

	
	
	
	
	



	

	
	
	
	
	
	
	
	
	
	
	



