

Position Number: 051-550-9928-168      Name:     	Date: 
OFFICE OF THE STATE CONTROLLER
Proposed
DUTY STATEMENT

	EMPLOYEE NAME

	DIVISION
Unclaimed Property Division

	CLASSIFICATION TITLE
Program Technician II
	UNIT NAME - LOCATION
Research and Support Unit – Rancho Cordova

	WORKING TITLE
Contact Center Agent
	POSITION NUMBER
051-550-9928-168

	
	EFFECTIVE DATE




SECTION A: GENERAL DESCRIPTION 

The Research and Support Unit (RSU) within Public Response and Support Section (PR&S) is responsible for assisting the public by responding to incoming telephone inquiries regarding unclaimed property claims, processes, procedures, and program requirements.

Under general supervision of the RSU Supervisor I with the Support Services Bureau, Program Technician II (PTII) position is at the journey level and performs the more difficult program specialist work and serves as the contact center specialist. The PTII utilizes  knowledge of unclaimed property laws, regulations, policies, procedures, and claim requirements to assist claimants and support Contact Center operations. The incumbent researches  claimant inquiries related to unclaimed property claims by verifying pertinent information and explaining applicable laws, regulations, and program requirements to assist claimants. The PTII serves as an expert and is familiar with procedures for evaluating claims. The incumbent’s work is occasionally reviewed by the Unit Supervisor I. Duties include but are not limited to the following: The PTII handles  claimant inquiries, serves as a resource for the Program Technicians and other staff, provides guidance regarding claim processes and documentation requirements, and assists with ensuring consistent application of established procedures. The incumbent does not approve, deny, or resolve claims but may identify issues requiring escalation and refer matters to appropriate Analysts within the escalation team, Public Response Unit (PRU) within PR&S.

SECTION B: ESSENTIAL FUNCTIONS

Candidates must have the ability to perform the following essential functions with or without reasonable accommodation.

Percentage of
  Time Spent					Typical Task

	35%
	Respond to incoming telephone inquiries regarding unclaimed property claims, claim requirements, ownership documentation, claim status, electronic claim submissions, and program procedures. Utilize  knowledge of program policies and procedures to provide accurate guidance and assist claimants in understanding the actions necessary to move their claims forward.


	30%
	Review claimant inquiries and identify issues requiring additional review, escalation, or special handling. Coordinate with appropriate units to ensure inquiries are routed correctly and communicate findings to provide claimants with information regarding next steps, required documentation, and available resources. Provide procedural guidance but does not determine claim eligibility or approve or deny claims.


	10%
	Respond to inquiries with  knowledge of unclaimed property laws, policies and claim procedures. Refer claims or calls that are determined to be more  to the supervisor, or designee, for further evaluation and resolution in accordance with the UPD’s procedures.  Assist in monitoring and improving Contact Center operations by identifying recurring claimant concerns, procedure gaps, training opportunities, and trends impacting customer service delivery. Provide recommendations to management regarding process and communication improvements.


	5%
	Participate in claims cross training, refresher training, support to PT staff, and backup call coverage for bureau operations as needed to address workload demands.



SECTION C: NON-ESSENTIAL FUNCTIONS
	
	0%
	None



SECTION D: ADA REQUIREMENT

Alternative will be provided for incumbents who are unable to perform the non-essential functions of the job because of a disability as defined by the Americans with Disabilities Act.

SECTION E: KNOWLEDGE, SKILLS AND ABILITIES
The PTII has knowledge of modern office methods, equipment and procedures.
The PTII has the ability to perform clerical and technical work; follow directions; evaluate situations accurately and take effective action; learn and apply laws, rules, regulations, procedures and policies; make arithmetic calculations with speed and accuracy; read and write English at a level required for successful job performance; meet and deal tactfully with the public, co-workers and/or clients, either face-to-face or by telephone.

SECTION F: RESPONSIBILITY FOR DECISIONS (CONSEQUENCE OF ERROR)

The PTII will have access to very sensitive and confidential information. The PTII will be required to exercise good judgement and routinely provide information to callers on the UPD’s program and processes related to the Contact Center on issues which will affect the ability of management and the UPD to achieve its desired objectives. Work may be occasionally checked by the Unit Supervisor I. Careless, accidental or internal disclosure of information to unauthorized people can have far-reaching effects, which may result in civil or criminal actions against the State Controller's Office and those involved.

SECTION G: PERSONAL CONTACT

The PTII may independently confer with all levels of management in the UPD daily. The PTII may also consult with personnel in other units and departments as well as the public and outside organizations

SECTION H: WORK ENVIRONMENT

The PTII will work in a climate-controlled office under artificial/fluorescent lighting. The building is two-story with elevator access. The environment can at times be loud because of several agents speaking to customers on the telephone at the same time. 

SECTION I: PHYSICAL REQUIREMENTS

The PTII may be required to sit for long periods of time using a keyboard and dual monitor. 

	Check the frequency of activity required of the employee to perform the job

	Activity
(Hours per day)
	Never
(0 Hours)
	Occasionally
(up to 3 hours)
	Frequently
(3 to 6 hours)
	Constantly
(6 to 8 hours)

	Sitting
	
	
	
	X

	Walking
	
	X
	
	

	Standing
	
	X
	
	

	Bending (neck/waist)
	
	X
	
	

	Squatting
	
	X
	
	

	Climbing
	X
	
	
	

	Kneeling
	
	X
	
	

	Crawling
	X
	
	
	

	Twisting (neck/waist)
	
	
	X
	

	Is repetitive use of hand(s) required?
	
	
	
	X

	Simple Grasping (R or L)
	
	
	
	X

	Power Grasping (R or L)
	
	X
	
	

	Fine Manipulation (R or L)
	
	
	
	X

	Pushing/Pulling (R or L)
	
	X
	
	

	Reaching (above/below shoulder level)
	
	X
	
	

	Lifting/Carrying
	The heaviest item required to be lifted is a box of copy paper. This lifting occurs occasionally near the R&PR Unit.




SECTION J: SIGNATURE

By signing this document, I acknowledge I understand all requirements and information stated above and understand the duties may be modified in accordance with the established job specifications for the class and in conjunction with office needs and have received a copy of this duty statement.

________________________________________	_____________________
Employee Signature					Date


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


_______________________________________	_____________________
Supervisor Signature					Date
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