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Job Title:  Member Service Center Supervisor




	Exempt: 
Yes


Salary Level:
9

Division:



Department:
Member Service Center

Location:
Administration

Employee:


Reports To: 
Senior Vice President of Operations

	Prepared By:
Stephanie Jordan
Date: April 2001

Approved By:
 Darrell Merkel

Date:  April 2001


SUMMARY:
Manages, directs, organizes, and administers the operation of the call center and automated services, offering a full range of services and products.  Other responsibilities include: branch alarm system; upkeep of department and mail-room equipment; the phone system; and the center’s reward/incentive program.

ESSENTIAL DUTIES AND RESPONSIBILITIES include the following:

· Recruits, hires, trains and schedules staff to meet service delivery demands.

· Ensures timely response to home banking on line transaction requests and related complaints.

· Assists operations with MSC planning, budgeting, policy and procedures.

· Ensures standard operating procedures and forms are up to date and used as required.

· Organizes and controls the mail functions: mailroom, delivery, overnight, etc.

· Administers the IRS Tax Levies and withholding requirements.

· Administers the Electronic Tax Filing Program.

· Acts as liaison for the Check Printing services.

· Balances and reconciles monthly general ledger reports.

· Resolves complex member complaints.

· Other duties as assigned.
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SUPERVISORY RESPONSIBILITIES:
Supervises the Member Service Center staff of nineteen plus Assistant supervisor.  Carries out supervisory responsibilities in accordance with the organization’s policies and applicable laws.  Responsibilities include interviewing, hiring, and training employees; planning, assigning, and directing work; appraising performance; rewarding and disciplining employees; addressing complaints and resolving problems.

QUALIFICATION REQUIREMENTS:
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily.  The requirements listed below are representative of the knowledge, skill, and/or ability required.  Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

EDUCATION and/or EXPERIENCE:
High school diploma or general education (GED); plus five years related experience and/or training; or equivalent combination of education and experience in financial services and products delivery.

LANGUAGE SKILLS:
Ability to read and comprehend simple instructions, short correspondence, and memos.  Ability to write simple correspondence.  Ability to effectively present information in one‑on‑one and small group situations to employees, members, vendors, and others involved in the service delivery function.

MATHEMATICAL SKILLS:
Ability to add, subtract, multiply, and divide using whole numbers, common fractions, and decimals.  Ability to compute rate, ratio, and percent and to draw and interpret bar graphs.

REASONING ABILITY:
Ability to apply common sense understanding to carry out instructions furnished in written, oral, or diagram form.  Ability to deal with problems involving several concrete variables in standardized situations as well as occasional situations where only limited standardization exists.  

CERTIFICATES, LICENSES, REGISTRATIONS:
No requirement.

Member Service Center Supervisor

Page 3

OTHER SKILLS and ABILITIES:
· Complete working familiarity with the credit union's computer system, including input and output functions, general ledger account knowledge, assigning security codes, balancing daily work, and training personnel in the appropriate usage of the computer system in their assigned tasks.

· Complete working knowledge of credit union products and services, including, but not limited to:  savings accounts, certificates of deposit, IRA programs, share draft programs, ATM services, audio telephone, Wire transfer rules and procedures, Visa cash advance procedures, Bill payment, direct deposit, and payroll deduction.

· Knowledgeable about the credit union system, its structure, common language, and acronyms, philosophy, and the credit union's mission statement.

PHYSICAL DEMANDS:
The physical demands described here are representative of those that must be met by an employee to successfully perform the essential functions of this job.  Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

While performing the duties of this job, the employee is regularly required to use hands to finger, handle, or feel objects, tools, or controls; reach with hands and arms; and talk or hear.  The employee frequently is required to sit.  The employee is occasionally required to stand and walk.

The employee must occasionally lift and/or move up to 35 pounds.  Specific vision abilities required by this job include close vision, color vision, and the ability to adjust focus.

WORK ENVIRONMENT:
The work environment characteristics described here are representative of those an employee encounters while performing the essential functions of this job.  Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

The noise level in the work environment is usually low to moderate.

MENTAL DEMANDS:
The mental characteristics necessary to competently perform this job include the occasional need to be persuasive, use good judgement; and the continuous need to use auditory perception, memory, and reasoning ability.

