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23. What are the essential functions of this position? 

As a representative of the Department, this position interacts with customers in a contact center environment utilizing 
knowledge base and case management tools to answer questions and resolving account problems using appropriate 
customer service techniques. Includes all requirements listed in Section 18 of this PD. 

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

This is an update. There is no change to the essential functions of the position. 

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

The function of the work unit is to provide information and answers to taxpayer inquiries regarding individual's income tax 
and other tax matters. This position's primary function is to serve as the primary customer contact in a multi-channel service 
center environment utilizing knowledge base and case management tools to resolve taxpayer inquiries concerning tax 
refunds and other related matters, including collection issues. 

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

EDUCATION: 

Education level typically acquired through completion of high school. 

EXPERIENCE: 

Treasury Customer Service Representative 6: One year of experience responding to customer inquiries and resolving 
problems. 

Treasury Customer Service Representative 7: Two years of experience responding to customer inquiries and resolving 
problems, including one year equivalent to a Treasury Customer Service Representative 6. 

Treasury Customer Service Representative EB: Three years of experience responding to customer inquiries and resolving 
problems, including two years equivalent to a Treasury Customer Service Representative 6 or one year equivalent to a 
Treasury Customer Service Representative 7. 

KNOWLEDGE, SKILLS, AND ABILITIES: 

Employee must be able to effectively communicate with the public, analyze the situation regarding tax related matters and 
resolve them. Employee must develop a good understanding of the State of Michigan and Federal Income Tax Laws and 
the internal workings of the Tax Administration Services Bureau. 

CERTIFICATES, LICENSES, 
REGISTRATIONS: 

FTINPRINT sub-class code. 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. 

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




