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Corporations & Charities Division
CUSTOMER SERVICE SPECIALIST 2

Direct Employment Opportunity


Recruitment Number:  12 CORP CSS2 0066
Classification: Customer Service Specialist 2 (102B)

Status: Full-Time, Permanent
Location: Olympia, WA
Salary: $2370 to $2971 per month (Range 35)

Posting Date:  October 4, 2012
Closing Date:  October 10, 2012
This recruitment will be used to fill this position only.  Applications will be reviewed upon receipt.  The hiring authority reserves the right and may exercise the option to make a hiring decision at any time.  It will be to the applicant’s advantage to submit materials as soon as possible. 


AGENCY PROFILE
Headed by an elected state official, the Office of the Secretary of State is responsible for administering elections within the state, registering corporations and charities that do business within the state, collecting and preserving the records of governmental bodies within the state, and maintaining the Washington State Library.  The agency also administers the Address Confidentiality Program, the Legacy Program and the Combine Fund Drive.  Visit our website at:  www.sos.wa.gov.

There is currently one opening with the Phone Team of the Corporations & Charities Division located in Olympia.
POSITION SUMMARY
As part of the Corporations & Charities Division Phone Team, this position works in a high volume call center that averages over 500 calls per day.  The Phone Team staff serves as first-level service representatives.  This position is responsible for assisting customers with resolving problems or concerns by answering questions, and providing information about online and paper documents recorded with the corporations division.  
This position provides non-legal information, technical assistance and problem resolution to the public, business, legal community, and government agencies to ensure the division meets it mission to: “Provide essential business and charitable information to promote public trust”.
This position may also assist with filing documents and assisting in other areas of the division.
REQUIRED QUALIFICATIONS
· A Bachelor’s degree in business administration or related field; Experience providing assistance to clients/customers regarding complaints or problems may substitute year for year for education
· One year of experience independently responding to and resolving inquiries, complaints and client/customer service issues preferably by phone
· One year of experience working in a call center or help desk handling inquiries, complaints and client/customer service issues. Preference will be given for additional years of experience
· One year of experience using standard office software applications such as Microsoft Office Suite (Outlook, Word, Excel) 
Note: All experience is calculated as full-time, 40 hours per week or equivalent.  Education and experience may be gained concurrently.
DESIRABLE QUALIFICATIONS

· Three years of office/clerical experience including drafting correspondence, filing, answering phones, and/or responding to email
· One year of experience applying knowledge of agency interpretation of laws, regulations, and procedures in the resolution of inquiries, complaints and problems while maintaining appropriate confidentiality
· Six months of experience using database software to research records and provide information to customers or clients.
COMPENSATION

$2370 - $2971 per month, depending on qualifications.  Washington State offers a full benefits package that includes health, life, and long term disability insurance; paid vacation, sick, and military leave; optional credit unions, savings bonds, and deferred compensation plans; eleven paid holidays; and a public employees’ retirement plan.
Note:  The salary listed above includes a legislatively mandated 3% reduction thru June 29, 2013.
APPLICATION PROCESS

To be considered for this position, please submit the follow information:

1. A letter of interest describing how your experience and qualifications relate to the position summary and required and desirable qualifications

2. A completed employment application form, available at: http://www.sos.wa.gov/office/docs/OSOSEmploymentApplication.doc
3. A current resume and three professional references with contact information, including a statement from you granting permission to contact your references
4. Responses to the attached Supplemental Questions.

5. Voluntary completion of the applicant profile data form is appreciated.  This form is available at: http://www.sos.wa.gov/office/docs/ApplicantProfileDataForm.doc
Submit all application materials electronically to: recruitment@sos.wa.gov, indicating Recruitment #12 CORP CSS2 0066 in the subject line.  Electronic submission (e-mail) is preferred & original signatures are not required.  Alternatively, you may submit your materials via US Mail to: Office of the Secretary of State, Recruitment, PO Box 40227, Olympia, WA 98504, or fax to: (360) 236-5075.  For questions, contact the recruiter by phone at (360) 236-5073, or by email at Recruitment@sos.wa.gov 
The act of submitting application materials is considered affirmation that the information provided is complete and truthful.  You understand that the state may verify information and that untruthful or misleading information is cause for removal from applicant pool or dismissal if employed.

The Office of the Secretary of State is an equal opportunity employer (EOE).  We do not discriminate on the basis of race, color, national origin, creed, sex, sexual orientation, disability, familial status, marital status, and age.  All interested candidates are encouraged to apply.  Persons of disability needing assistance in the application process, or those needing this announcement in alternative format, should call (360) 236-5073.
SUPPLEMENTAL QUESTIONS

12 CORP CSS2 0066
The questions below ask about your experience performing a variety of customer service tasks.  Please read and follow the instructions carefully.  Failure to follow instructions will result in a below passing score.

INSTRUCTIONS

Answer each of the questions by clearly describing your experience performing the task.  Please answer the questions honestly and accurately.  The information you submit is subject to verification by the Office of the Secretary of State. 

In each of your answers include your employer, how many months or years of experience you have, and your level of responsibility.  Be sure to provide information in the Employment History section of your application form to support your responses.

1. Describe your experience independently responding to and resolving inquiries, complaints and client/customer service issues.  

2. Describe your experience working in a high volume call center or at a help desk.  Include the average number of calls handled during your shift and a description or example of the types of inquiries, complaints or customer service issues you worked with.  

3. Describe your experience using Microsoft Office Suite software including Word, Excel and Outlook.  In your response, include a brief description of how you used each of the different software programs.
4. Identify what laws or rules you have previously worked with.  Provide an example of a situation that involved applying or explaining a law or rule to a customer or client.
5. Describe your experience using database software to research records and provide information to customers or clients.  
