State of Michigan Civil Service CommissionPosition Code
1. GNOFASTES44R

Capitol Commons Center, P.O. Box 30002 Lansing, MI 48909

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-COM HEALTH CENTRAL OFF

	3. Employee Identification Number

	9. Bureau (Institution, Board, or Commission)
Bureau of Epidemiology and Population Health

	4. Civil Service Position Code Description
General Office Assistant-E
	10. Division
Division for Vital Records & Health Statistics

	5. Working Title (What the agency calls the position)
General Office Assistant-E
	11. Section
Vital Records & Health Data Services Section

	6. Name and Position Code Description of Direct Supervisor
WILLARD, MARIA; DEPARTMENTAL SUPERVISOR-4
	12. Unit
Customer Request Unit - Eligibility Sub Unit

	7. Name and Position Code Description of Second Level Supervisor

PERRY, DIANE; STATE ADMINISTRATIVE MANAGER-1
	13. Work Location (City and Address)/Hours of Work

333 S. Grand Ave, South Grand Bldg., Lansing, MI 48933 / 8:00am - 5:00pm Monday-Friday

	14. General Summary of Function/Purpose of Position

This position functions as a customer service representative for customers requesting copies of Michigan vital records or applications to be sent to them. Duties and responsibilities are mostly in two areas listed below and other duties, as assigned:
· Keying in various applications from customers requesting a birth, death, marriage, divorce, changes to records, affidavit of parentage, add a father, and others.
· Handling phone calls from the Eligibility call center regarding how to apply for vital records, ID required, inquiries
regarding current application, canceling orders, application fees, and who is eligible to order records, etc.
There will be times when this position will be asked to assist in other areas of the office, as assigned by the Supervisor or Manager



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:	48


Key entries of vital record requests into the Birth Registry System. Prepare correspondence, as needed, in response to customer requests related to eligibility, identification, correct payment of fees and any other additional information needed to complete the application.
Review and determine eligibility before keying in applications, review supporting documentation for accuracy and completeness, determine if identification is proper in accordance with the Michigan Compiled Laws and the Eligibility Policies and Procedures for Obtaining Copies of a Michigan Vital Record.
Individual tasks related to the duty:
· This position spends the majority of the daily work routine keying data from the application requests and reviews fees paid by utilizing the computerized Birth Registry System. If needed, prepares and types correspondence to customer regarding missing documents or if additional fees are needed before applications can be processed.
· This position reviews applications, customer's identification for restricted records, and any other needed supporting documentation to process an
application.
· Types correspondence, as needed, to customer to respond with additional documents, fees, etc, before application can be processed.
· This position types information into the system to search and identify the correct record to index to the application by locating the record using the Birth Registry System and using various methods to index, if necessary.
· This position double-checks each application for keyed completeness, accuracy, eligibility, and distributes applications into appropriate bins for
processing.
· When application inventory is low, this position will key records into an electronic database and assist in various projects, as indicated by manager or supervisor

	Duty 2
General Summary:	Percentage:	48
Answer call center calls from the public, governmental personnel, genealogical representatives, and other professionals regarding questions on how to order a vital record, who qualifies to order certain records, and what is needed to complete an application.
Individual tasks related to the duty:
· This position is logged into the call center for the entire work day, unless directed to perform other project work.
· This position reviews and interprets the Eligibility Policies and Procedures to answer questions and determine eligibility for customer calls.
· This position is responsible for telephone inquiries regarding the completion, eligibility, and processing of applications or request for applications to
be sent to the customer.
· This position determines eligibility, gives information and directions to customers relative to the Michigan Compiled Laws, and Eligibility rules and regulations of the department, as well as information relative to the Office of the Great Seal for exemplified copies of vital records needed for a customer request.
· This position provides information based on the review and interpretation of the Eligibility policy, regulations, and procedures pertaining to Vital Records, responds to telephone requests from public and various other governmental and genealogy groups on how to obtain vital record documents.
· This position is also required to type conversation results on individuals that have called to check on an already existing order.
· This position is also responsible for explaining/searching/giving customer's information regarding their request for a certified record or an administrative use copies of birth records, certified copies of Affidavit of Parentage records maintained within an electronic index and retrieval Birth Registry System and the Central Paternity Registry, GENDIS, and IBIS systems.

	Duty 3
General Summary:	Percentage:	4


When necessary, assist and manage front counter activities.
Perform other duties for specific projects as the supervisor or manager directs.

Individual tasks related to the duty:
· This position may, at times, have opportunities to assist with Special Projects, and other duties as assigned. There
are times in the cycle of receiving applications when there is not enough work to key in applications.
· This position will be assigned special projects when supervisor or Section Manager determines that the project needs priority attention.
· This position could also assist with certificate mailings, processing incoming mail.
· When necessary, assist and manage front counter activities. Duties include:
· Greeting the public and answering questions
· Verifying IDs or alternative documents
· Processing Walk In applications


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


17. Describe the types of decisions that require the supervisor's review.
· When unusual circumstances arise concerning the eligibility, for instance, when guardianship papers, court orders, and power of attorney papers are submitted and need to be reviewed.
· When an irate customer demands immediate attention
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 has more than a significant amount of daily customer contacts to be completed expeditiously with incoming telephone calls. These conditions can be intense, constant and occur daily, requiring a headset for the volume of calls received, and to be able to type while talking on the phone, to make comments in active orders, or to write down addresses while listening to the customer on the phone to mail out applications.
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 N N N
N
Complete and sign service ratings.
Provide formal written counseling.

Approve leave requests.
N
N N
Assign work.
Approve work.

Review work.
Approve time and attendance.

Orally reprimand.
N
N
Provide guidance on work methods.
Train employees in the work.
· Make decisions to determine the eligibility, priority and urgency of requests submitted by customers and responds accordingly.
· Assist customers needing advice for procedures other than the routine request for a certified copy of a vital record. For example, individuals who do not know for certain that their birth was ever registered are informed of correct procedures and referred to the correct unit.





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?


Position is responsible for handling phone calls from the Eligibility call center and keying in orders and various customer service activities within the Customer Services Unit in a professional and courteous manner.
Duties include providing interpretation of Eligibility rules and regulations, determining eligibility of customers for obtaining copies of a Michigan vital record, handling telephone inquiries from the general public and others, preparing correspondence, retrieving data and entering information by utilizing the Birth Registry System.
When needed, assisting and managing front counter customer services as back-up.


24. Indicate specifically how the position's duties and responsibilities have changed since the position was last reviewed.
Per CSC, position is better classified as a General Office Assistant.


25. What is the function of the work area and how does this position fit into that function?
· To key in applications from customers in order for them to obtain certified vital record copies, administrative use copies and verification of vital records to eligible individuals
· To protect the confidentiality and integrity of the vital records filed in the state repository
· To prevent the fraudulent use of Michigan vital record documents
· As a customer service representative in the Eligibility call center, answer inquiries regarding obtaining a vital record, checking on the status of an application, and answering question based on the knowledge of the Eligibility rules, regulations, and procedures


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.
Preferred experience: Proficient in typing and word processing skills. Excellent telephone skills and the ability to deal
professionally with the public and other governmental agencies, even under stressful conditions.

KNOWLEDGE, SKILLS, AND ABILITIES:


As listed on the Civil Service job specification. In addition:
· Ability to interpret rules, regulations, and procedures into layman terms for the general public.
· Ability to be accurate in word processing and interpreting customer’s hand writing.
· Ability to function in a fast paced office
· Ability to maintain quota of entering approximately seven (7) applications per hour
· Ability to key at least 45 words per minute
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:
N/A
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.
LIBERTY IRWIN
4/15/2021
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

