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NORMAL WORKING HOURS (Explain unusual or rotating shift):
FROM:

8:00 a.m. TO: 5:00 p.m.

JOB DESCRIPTION AND WORKER CHARACTERISTICS

%

Job Duties in Order of Importance

Knowledge, Skills & Abilities

50

JOB TITLE
Customer Service Assistant 3

10.30.14 QL

JOB CODE
64433

Acts as a lead worker for the Human Resources Division (HRD) Customer
Service Support Center (CSSC) by providing work direction/assistance & train-
ing, on a daily basis, to lower level customer service assistance on identifying;
establishes guidelines & time frame for responses to CRM tickets; monitors
case load & timeliness of response; reviews customer relations management
(CRM) tickets to determine if staff is providing correct information and/or mak-
ing errors; coaches staff to correct, reduce & eliminate errors; obtains missing
data to complete process & determines whether corrections should be made;
follows up with division managers to update status of CRM tickets that have
been open for two weeks or longer; works with division managers to close
CRM tickets; updates CSSC metrics on daily basis providing a weekly report to
CSSC manager; responds to tier 11 inquiries or those referred by lower-level
customer service assistants; works with other division managers to resolve in-
quires; assigns CRM to unit managers when needed.

Knowledge of (1) customer service tech-
niques & practices; (2) office practice &
procedures;* (3) employse training & de-
velopment; (4) public relations; (3) state
employee benefit, payroll & human re-
sources programs (e.g., basic payroll func-
tions, human resource rules, collective bar-
gaining contracts governing state employee
benefits, dependent care/child case voucher
program}*; (6) Customer Relations Man-
agement (CRM) software®.

Skill in: (7) operation of a personal comput-
er & associated hardware & software (e.g.,
Microsoft Word, Excel, PeopleSoft*); (8)
operations of office equipment (e.g., multi-
line phone).

Ability to: (9) define problems, collect data,
establish facts & draw valid conclusions;
(10) handle sensitive inquiries, request
complaints &/or transactions received in
writing &/or by telephone, email, in-person
&/or other means of communication with
variety of internal & external customers;
{11) generate routine business correspond-
ence using standard practices; (12} prepare
meaningful, concise & accurate reports; (13)
establish friendly atmosphere as lead work-
er; (14) work independently or with co-
workers on a group projects.

* developed after employment.
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JOB CODE
64433

Provides assistance & information to state agencies, state employees in re-
sponse to telephone, email, writien & in-person inquiries; responds to & logs
Customer Relationship Management (CRM) tickets regarding general payroll,
human resources, benefits (e.g., self-service, W-2"s, Open Enrollment, payroll,
the Ohio Hiring Management System (OHMS), Employment Development
Fund (EDF), human resource, health plan, dental, vision, life insurance, de-
pendent care spending account & childcare voucher programs questions); re-
sponds to inquiries regarding status of changes made in the Ohio Administra-
tive Knowledge System (OAKS) PeopleSoft system relating to payroll, human
resources & benefits; operates a personal computer to record & retrieve
helpdesk tickets for correspondence necessary to respond to inquiries for dis-
cussions: researches employee histories, confirms benefits; payroll deduction
codes; payroll deductions; operates photocopier; operates fax equipment to send
information & documents to customers & other state agencies.

Greets applicants & visitors, checks 1D’s & credentials of visitors; provides
information to routine questions of general nature directs visitors to the appro-
priate professional staff who can handle the customer’s needs or question, an-
swers telephone, transfers calls & takes messages for unit, answers questions
from callers regarding procedure for obtaining records; forwards misdirected
calls to the appropriate units/offices within the division & state, verifies em-
ployment for customers via telephone, fax & mail; Email agencies for Manual
Paycheck pick up; provide Manual Paychecks(s ) & log in book for agency
assigned person to sign and pick up; responds by telephone, mail, e-mail or
facsimile to records inquires & request received in writing, by telephone, e-mail
& in person (e.g., request for employment verification); furnishes printed mate-
rials of data classified as public record; provides general information regarding
records room services & operations; works with Legal & Communications of-
fice to process sensitive request for records from banks, attorneys, privaie enti-
ties & the media; works with Payroll & Legal office to process subpoenas for
sensitive information from attorneys; processes moming & afternoon mail;
picks up all US & inter-office mail; processes all incoming mail {i.e. opens,
sorts, time stamps & delivers) for Human Resources Division units at multiple
locations; processes & logs incomiing checks; delivers checks to appropriate
unit & ensures recipient signature.

Knowledge in: 1, 2%, 3, 4, 5%, 6%,
Skill in: 7, 8
Ability fo: 9, 10, 11, 12, 13, 14,

Knowledge in: 1, 2%, 3, 4, 5%, 6*.
Skill in: 7, 8
Ability to: 9, 10, 11, 12, 13, 14.

vised:
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Customer Service Assistant 3

' 108014/ e,
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JOB COD

10 Works with the Automatic Call Distribution {(ACD) systern to configure system
to meet the needs of the CSSC; runs statistical reports daily & develop weekly, Skillin: 7, 8

monthly, quarterly & annual ACD reports; works with direct manager to rec- Ability to: 9, 12, 13.
ommend updates & modifications to utilize the full potential of the ACD.

5 Verify & correct COBRA files before being sent to vendor; work with COBRA | Knowledge in: 1, 2,%, 4, 5*,
vendor and/or customer to assure a smooth transition; other duties as assigned Skilkin:7

Ability to: 9, 10, 11, 12,

Knowledge in: 1, 2%, 3, 4, 5%, 6*,
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