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1.
Position Code



	
	State of Michigan

Department of Civil Service

Capitol Commons Center, P.O. Box 30002

Lansing, MI 48909
	

	Federal privacy laws and/or state confidentiality requirements protect a portion of this information.
	POSITION DESCRIPTION
	


	This form is to be completed by the person that occupies the position being described and reviewed by the supervisor and appointing authority to ensure its accuracy.  It is important that each of the parties sign and date the form.  If the position is vacant, the supervisor and appointing authority should complete the form.

This form will serve as the official classification document of record for this position.  Please take the time to complete this form as accurately as you can since the information in this form is used to determine the proper classification of the position.  THE SUPERVISOR AND/OR APPOINTING AUTHORITY SHOULD COMPLETE THIS PAGE.

	
2.
Employee’s Name (Last, First, M.I.)


	
8.
Department/Agency

Management and Budget

	
3.
Employee Identification Number

New Position
	
9.
Bureau (Institution, Board, or Commission)

Office of Retirement Services

	
4.
Civil Service Classification of Position

Departmental Technician 10 (Senior Worker)
	
10.
Division

Customer Service

	
5.
Working Title of Position (What the agency titles the position)

Customer Service Center Senior Dept. Technician
	
11.
Section

Customer Service Center

	
6.
Name and Classification of Direct Supervisor

Samantha Lawrence, Departmental Supervisor
	
12.
Unit



	
7.
Name and Classification of Next Higher Level Supervisor

Tim Simpson, Departmental Manager
	
13.
Work Location (City and Address)/Hours of Work

Mason Building, 530 W. Allegan, Lansing, Michigan 48933 Hours 8:00 am - 5:00 pm.

	
14.
General Summary of Function/Purpose of Position

This position serves as a senior Customer Service Center technician by handling more challenging service issues with ORS customer inquiries received via phone calls, message board or by personal visit to our office. Performs quality assurance reviews to ensure the quantity and quality of work meets strict adherence to methods and procedures for 5 unique retirement systems which encompasses both defined benefit and defined contribution plans. Accesses outgoing customer communications to determine business impact. Drafts internal communication, including informational posts and digital signage. Handles escalated customer communications resulting from phone calls, message board or on-site interactions.

	For Civil Service Use Only



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



List your duties in the order of importance, from most important to least important.  The total percentage of all duties performed must equal 100 percent.

	Duty 1

General Summary of Duty 1
% of Time
40
Use acquired knowledge of the statutes and policies administered by the office of Retirement Services to accurately & efficiently research and respond to the more complex inquiries and requests from customers and other authorized parties including escalated contacts by customers and one on one pre-retirement outreach meetings.  Ensure the work of others meets strict adherence to office methods and procedures. Retain knowledge of the agency, current issues and activities so that all customers can be effectively informed on all aspects of retirement.

	Individual tasks related to the duty.
· Answer the more complex inquires from customers including retirees, beneficiaries, contracted providers and other interested parties concerning general retirement, pension and insurance benefits.  This involves advising customers in person and over the telephone, and in writing on such matters as retirement options, service credit, eligibility, verification of earnings/life insurance coverage, and corrections to an individuals account.

· Lead individual meetings with customers who are preparing to retire. 

· Research and respond to escalated customer inquires received via phone calls, e-mail, written correspondence, application documents, and forms or by personal visits to our office in manner that ensures highest volume of customers can receive quality service.

· Proactively contact customers by phone or written correspondence to solicit information needed when performing work processing evaluation activities for demographic changes, billings, pension, health or death benefits.  

· Review phone records and written communications from staff to customers to ensure the quantity and quality of communications meet office standards.

· Consistently demonstrate the ability to promptly respond to immediate internal and external customer needs in an accurate, courteous and professional manner.

	Duty 2

General Summary of Duty 2
% of Time
25
Audit customer eligibility for billings, pension, health and death benefits.  Audit customer demographic and enrollment changes/additions/deletions for pension and health benefits.  Audit processing of pension, refund and death benefits as well as pension payments and/or refunds. 

	Individual tasks related to the duty.

· Audit customer employment history, age, marital status and financial status to provide analysis of retirement eligibility and options based on laws, policies and administrative rules.

· Audit the member’s record when application for billings, refund, health, pension or death benefits is received and determine eligibility.

· Conduct spot check audits of routine processing of work such as address change requests, EFT applications, IRS withholding, income verification, re-issuing pension checks, and re-issuing 1099R.

· Audit additions, changes and deletions for pension and health benefits including, COLA’s, supplemental, re-calculations, earnings limitations.

· Conduct spot check audits of estimates made for member’s pension and/or survivor benefit or refund based on benefit type and pension options available.

· Audit final wage information and calculations of pension/survivor benefit or refunds as appropriate

· Audit pension payments and enrollments of applicant and/or survivor in insurance program.


	Duty 3

General Summary of Duty 3
% of Time
25
Provide senior level expertise in processing customer benefits including process escalations. Determine customer eligibility for more complex billings, pension, health and death benefits.  Calculate and provide pension/survivor estimates. Perform and authorize customer demographic and enrollment changes/additions/deletions for pension and health benefits.  Process more complex pension, refund and death benefits. Review and authorize pension payments and/or refunds

	Individual tasks related to the duty.

· Evaluate customer employment history, age, marital status and financial status to provide analysis of more complex cases of retirement eligibility and options based on laws, policies and administrative rules.  If eligibility requirements are not met, identify a plan or alternative method that can be used by the customer to meet requirements.

· Review the member’s record when application for billings, refund, health, pension or death benefits is received and determine eligibility.

· Process the most complex and or infrequent retirement processes including certain: workers compensation, EDROS, ORP, subpoenas and complex pension/insurance adjustments.

· Apply additions, changes and deletions for pension and health benefits including, COLA’s, supplemental, re-calculations, earnings limitations.

· Estimate member’s pension and/or survivor benefit or refund based on benefit type and pension options available.

· Obtain final wage information and calculate pension/survivor benefit or issue refunds as appropriate

· Authorize pension payment and enroll applicant and/or survivor in insurance program.

	Duty 4

General Summary of Duty 4
% of Time
10

Research and recommend training options based on audit and evaluation of escalation issues. Participate in process documentation/mapping meetings. Assess and evaluate data. Participate in special projects and training of ORS staff and other duties as may be assigned to support the activities of our business.

	Individual tasks related to the duty.

· Use knowledge gained through retirement system experience to assist in the training of new employees.

· Research and recommend training options based on continuing experience of customer contact escalation issues.

· Research and recommend training options based on continuing audit findings

· Conduct training as required

· Research, recommend, develop and lead process cross-training or refresher training of peers.

· Participate in staff meetings as presenter, scribe or facilitator

· Describe functions of our process and demonstrate associated activities to interested parties

· Participate as a subject matter expert in process reengineering/documentation/mapping sessions as required

· Write/revise procedures to accommodate changes in policy

· Other duties as assigned


	
16.
Describe the types of decisions you make independently in your position and tell who and/or what is affected by those decisions.  Use additional sheets, if necessary.

Use existing statute, policy and procedure to determine eligibility and process pension/health benefits. Ensure each individual communication made with customers is handled accurately and efficiently, so that the highest possible number of customers can be served in a quality manner. 

Decisions impact members, former members, survivors, and personal representatives because the determination impacts many life-planning decisions involved in the retirement process, some of which are irrevocable.

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

If a unique situation or unclear policy issue arises, a supervisor or manager will be consulted to assure that correct information is being provided and/or difficult situations are being resolved.

	
18.
What kind of physical effort do you use in your position?  What environmental conditions are you physically exposed to in your position?  Indicate the amount of time and intensity of each activity and condition.  Refer to instructions on page 2.

Typical office environment. The position requires that materials be retrieved from the copier and facsimile equipment periodically throughout the day. It also requires occasional meetings with customers in designated customer greeting areas within the office. 

	
19.
List the names and classification titles of classified employees whom you immediately supervise or oversee on a full-time, on-going basis.  (If more than 10, list only classification titles and the number of employees in each classification.)

	NAME
	CLASS TITLE
	NAME
	CLASS TITLE

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
20.
My responsibility for the above-listed employees includes the following (check as many as apply):


Complete and sign service ratings.

Assign work.


Provide formal written counseling.

Approve work.


Approve leave requests.

Review work.


Approve time and attendance.

Provide guidance on work methods.


Orally reprimand.

Train employees in the work.

	
21.
I certify that the above answers are my own and are accurate and complete.


Signature


Date


NOTE:  Make a copy of this form for your records.

	TO BE COMPLETED BY DIRECT SUPERVISOR


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

Yes

	
23.
What are the essential duties of this position?

Item 14 describes the essential duties of the position

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

The organizational structure has been modified. The Customer Service Center represents a combined area of the office. Essential duties and responsibilities for all departmental technician 10 positions within the combined area are the same.

The area responds to customer inquiries including phone, written and in person contacts, determines eligibility and authorizes pension and insurance benefits for active, retired and survivor members. 

This position is multi-tasked. The duties assigned and performed vary depending on seasonal workload fluctuation.

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

The Customer Service Center performs many services for the active and retired members in multiple retirement systems.  These services include but are not limited to answering questions for members via written correspondence, e-mail, phone and face-to-face interactions. Services also include reviewing applications for retirement, refund and survivor benefits and administer those benefits as accurately, quickly and efficiently as possible.  In part, we review applications for completion and eligibility, review the service credit and verify wage information. The position holder will be a member of a team that will handle the most complex services of this area as needed based on seasonal workload fluctuation. They will also audit essential functions to ensure compliance with retirement statutes, policy and procedure is maintained.

	
26.
In your opinion, what are the minimum education and experience qualifications needed to perform the essential functions of this position.

	EDUCATION:

Minimum Civil Service requirement.

	EXPERIENCE:

Minimum Civil Service requirements

	KNOWLEDGE, SKILLS, AND ABILITIES:

Ability to work as a member of a team; Ability to continuously learn & retain information; Ability to identify and assess situations quickly and accurately; Sound writing, data entry, math and telephone skills; Ability to analyze and evaluate documents and interpret laws, rules, and regulations; Good judgment to properly apply information to individual cases; Ability to adapt to a fast-moving, ever-changing environment and to handle multiple priorities and meet tight, inflexible deadlines; Friendly, responsive attitude necessary to satisfy both internal and external customers; Ability to use personal computer (multi-task with a variety of systems), word processing software, multi-line phone system; Ability to work independently and take initiative. Retirement experience helpful by not required.

	CERTIFICATES, LICENSES, REGISTRATIONS:

None

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

	
27.
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’s Signature


Date

	TO BE FILLED OUT BY APPOINTING AUTHORITY

	
28.
Indicate any exceptions or additions to the statements of the employee(s) or supervisor.



	
29.
I certify that the entries on these pages are accurate and complete.


Appointing Authority’s Signature


Date


Page 2

