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Role:


Responsible for overseeing the operations of the phone center (Member Service Center), including


indirect lending, 24-hour lending, and internet transactions.  Actively participates as a member of


the management team and makes recommendations for improvement of Credit Union operations. 


Responsible for delivering good quality service through employee development and process improvement.


Fosters a team environment where all members are included in work, decisions, and cross-training.  Is


accountable for the overall performance of the Member Service Center.


Major Duties and Responsibilities:
(E) Essential or


(N) Nonessential


Treats all members and staff in a friendly, professional, and courteous manner.  Ensures staff
E


is extending quality service to the membership as well as all internal contacts.


Follows and enforces security procedures within the department.
E


Schedules staff and organizes workflow to provide the most effective extension of quality
E


service to the members, and ensures coverage of at least three people available by phone at


all times.  Supports the MSC operations as needed and actively monitors staff phone calls.


Develops employees and monitors performance on an on-going basis.  Conducts performance
E


reviews and recommends salary adjustments within one month of due date.


Administers employee leave requests and submits completed and accurate time sheets to the
E


Payroll Coordinator.  


Conducts second interviews and follows all equal employment opportunity regulations. 
E


Disciplines employees as needed.


Coaches and develops employees to improve their overall ability.  Cross-trains employees to
E


perform all MSC operation duties within established time frames.


Conducts weekly staff meetings and encourages cross-selling, product knowledge, and team
E


development.  Conducts ad-hoc meetings or communicates by e-mail to disseminate or gather


information.  Promotes teaming at all times. 


Handles unusual member problems or requests.  Knows and understands the policies of the
E


organization and effectively communicates the company position to members and/or staff.


Responsible for member education of electronic service delivery channels and promotes
E


member self-service transactions.  Monitors results and works to improve electronic


penetration.


Responsible for acceptable service levels in answering phones, lending, and internet
E


transactions.  Researches and implements technology to accomplish company objectives.


Ensures that MSC work is completely balanced at the end of the day.  Interfaces with
E


appropriate departments to resolve any posting, balancing, or research problems.  


Provides feedback to manager on MSC activities, areas of concern, operational efficiencies,
E


and recommendations.  Produces weekly 515 reports, monthly board reports, one-on-ones, and


incentive stats.


Follows up on quality service reports and initiatives, and implements service improvements
E


on an ongoing basis.


Responsible for the development of an annual operations plan, budget recommendations, and
E


for carrying out strategic plan objectives.  Serves as a community spokesperson when


needed.


Serves as a back-up to the Chief Lending Officer for loan questions as needed.
N


Other duties as assigned.
N


Expectations:


1.
To develop and improve the knowledge and skills of the MSC staff.


2.
To assist in answering telephone calls to insure member receives quality service.


3.
To maintain a professional appearance and atmosphere for the department.


4.
To ensure the department processes member transactions with 0 errors and to member's 100%


satisfaction.


Knowledge and Skills:


Experience:
Two years to five years of similar or related experience.


Education:
Equivalent to a college degree.


Interpersonal Skills:
The ability to motivate or influence others is a material part of the job, requiring a significant


level of diplomacy and trust.  Obtaining cooperation (internally and/or externally) is an


important part of the job.


Other Skills:
Job is located in a general office environment and is accomplished by using a personal  


computer, telephone, TDD, CTI system, adding machine, copier, and fax machine. 


This Job Description is not a complete statement of all duties and responsibilities comprising this position.

Confidential


