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	NAME 
[Employee]	
	EFFECTIVE DATE
[Actual Start Date]

	CLASSIFICATION TITLE
Staff Services Analyst 
	POSITION NUMBER
410-181-5157-120

	WORKING TITLE
Intake Analyst
	DIVISION/OFFICE/UNIT/SECTION
Consumer Services Office

	BARGAINING UNIT
R01
	GEOGRAPHIC LOCATION
Sacramento 



General Statement: Under the supervision of the Staff Services Manager I of the Intake Unit, in the Consumer Services Office (CSO), the Staff Services Analyst is responsible for reviewing and analyzing incoming consumer complaints for the Consumer Services Office. Duties include, but are not limited to, the following:
A. Specific Assignments [Essential (E) / Marginal (M) Functions]:  
25% (E) Review, analyze, and process incoming consumer complaints and inquiries in a timely manner in support of existing CSO metrics. Review complaint forms and supporting documents, assure accurate data input into the DFPI complaint system database, and confirm appropriate jurisdiction applies. Research legal company names and designated emails through the LIS, NMLS, the Secretary of State, and other databases to create new master organization codes for potential licensees, non-licensees, and registrants. Ensure designated email addresses are updated and accurate in the DFPI system of record. Perform research about the complaint including licensee name identification and the complaint facts. Verify complaint submissions for accuracy. Analyze complaint information and supporting documents to take appropriate action and make recommendations to leadership regarding jurisdictional determinations. When appropriate, consult with technical advisors or examiners from various program areas within the Department, create and update organization records to reflect accurate entity names and shell records, and coordinate with program area staff to identify and minimize duplicate organization records. Upload and document all pertinent information in the DFPI complaint system database including complaint tracking and coding in a detailed, clear, concise, and chronological order. Draft and send acknowledgement and first request letters via encrypted email.  Monitor intake complaint progress and initiate timely follow up with stakeholders. Draft and send correspondence to consumers advising of complaint status. Monitor and review the volume and pattern of complaints to identify trends and make complaint processing recommendations to CSO leadership. Review licensee responses for competency and formatting. Ensure response are consistently formatted and pertinent to the complaint in question. Follow up with licensees for amended responses, when applicable. Refer complaint information to CSO Associate Governmental Program Analysts for further review, as needed.
[bookmark: _Hlk175731340][bookmark: _Hlk175731349]25% (E) Correspond in writing and verbally with consumers and interview complainants in an unbiased, courteous, and professional manner to ascertain important facts. Educate consumers on the Department’s role, jurisdiction, available services, and additional resources. Discuss consumer complaints with licensees and educate them on their complaint responsibilities to the Department. Research and respond to a variety of challenging and complex inquiries from consumers, licensees, and program areas through telephone and email. Document complaints, correspondence, telephone and email inquiries, and other information filed by consumers, licensees, and DFPI staff in the DFPI complaints system of record. Make recommendations on policies, procedures, and program alternatives to enhance communication and improve processing efficiencies throughout the Department.
25% (E) Maintain in-depth knowledge of the laws and regulations under the Department’s jurisdiction and be able to respond to public and licensee inquiries and emails in various departmental group email boxes. Monitor and respond to incoming inquiries or complaints regarding the Department’s regulatory responsibility for licensing and regulating a variety of California financial services and products.  Provide information and/or instructions on where to submit and receive requested information, how to file complaints with the Department, and respond to general inquiries regarding services provided by the Department. 
20% (E) Scan, review, and distribute incoming mail to the appropriate DFPI individual or team for handling and processing. Scan complaint related mail into the DFPI system of record as required by the Department. Manage, categorize, and respond to consumer and licensee emails in a timely manner while utilizing multiple collaborative group mailboxes. Collect and analyze reporting data related to management, administration, and legislative inquiries for trends and patterns; prepare reports, charts, and spreadsheets, and make recommendations to leadership related to policies, procedures, and program alternatives. Prepare and distribute internal reports and performance metrics regarding current trending data. Create and update various instruction and training manuals as well as policy and procedure guides. Assist peers and respond to escalated constituent concerns from CSO leadership. 
5% (M) Attend miscellaneous meetings and training. Perform other related duties as required.

B. Supervision Received
The Staff Services Analyst (SSA) reports directly to and receives most of their assignments from the Staff Services Manager I (SSMI); however, direction and assignments may also come from the other SSMI or SSMII within the Consumer Services Office.

C. Supervision Exercised
None.

D. Administrative Responsibility
None.

E. Personal Contacts
Employees of DFPI and other state and federal governmental agencies. General public, departmental applicants, licensees, and non-licensees. DFPI Executive staff, Agency, and Legislative staff/Governor’s Office.

F. Actions and Consequences
If duties are performed inadequately there will be a significant increase in processing times resulting in consumer dissatisfaction and an increase in backlogs. 

G. Functional Requirements
The incumbent works 40 hours per week in a hybrid office setting, with artificial light and temperature control. The use of a personal computer, telephone, copier, and fax machine is essential to the duties of this position. The position requires bending and stooping to retrieve files, sitting, and standing consistent with office work, and light lifting of no more than 10 lbs.
	
H. Other Information
Exercises thorough analysis, good judgment in decision-making, exercises creativity and flexibility in problem identification and resolution, and manages time and resources effectively. Ability to work independently as well as a team member while balancing fluctuating workloads and changing priorities. Maintain accountability and dependability. Regular attendance and punctuality are essential. Possesses strong comprehension and written and verbal communication skills. Understand applicable laws and regulations.


CONFLICT OF INTEREST
N/A 
FINGERPRINTING
N/A

	I have read and understand the duties listed above and I can perform these duties with or without reasonable accommodation. (If you believe reasonable accommodation is necessary, discuss your concerns with the hiring supervisor.  If unsure of a need for reasonable accommodation, inform the hiring supervisor, who will discuss your concerns with the Health & Safety analyst.)


     
Employee Signature								Date


     
Employee’s Printed Name, Classification

I have discussed the duties of this position with and have provided a copy of this duty statement to the employee named above.


     
Supervisor Signature								Date


     
Supervisor’s Printed Name, Classification
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