
 

 

 
MONTGOMERY COUNTY 
CLASSIFICATION 
SPECIFICATION: 
3/7/2017 Pay Level 13 

 
CLASS TITLE:   C S E A  CUSTOMER RESOLUTION REPRESENTATIVE                   
 

CODE:     69205 

 
MAJOR AGENCIES:   B  C  C    PAGE  1     OF       2 

 
CLASS CONCEPT:   Specialized professional level under direction of CSEA Director and/or Assistant Director, requiring resolution of customer issues, 
serving as liaison between all parties involved, recommending changes resulting from customer issues affecting existing CSEA policy, and conducting 
state hearings and county conferences on behalf of CSEA management.  Prepares CSEA reports and audits for required submission to State and provides 
technical assistance with section software applications and attends hearings as necessary.  Performs material and substantial duties of classification more 
than 50% of time.  
 
RANK 

 
 JOB DUTIES 

 
 MAJOR WORKER CHARACTERISTICS 

 
     1  
     
 
 
 
 
 
 
 
 
 
 
 
 
 
 
     
   
 
 

 
Provides customer resolution on behalf of division management in 
accordance with established policies and procedures.  Receives and 
resolves escalated CSEA customer inquiries which may come from a 
variety of sources including but not limited to customers, State 
offices, County Commissioners, local Courts, other elected 
officials/departments, customer advocacy groups, community 
agencies, and attorneys.  Acts as liaison and coordinator between 
CSEA administration and the constituencies listed above.  Requires 
the ability to exchange information in person, writing, email or 
telephone in a professional and sensitive manner.  Coordinates the 
Agency’s customer service improvement activities including but not 
limited to telephone call/on-line chat monitoring, coaching and 
training for improved performance of both new & experienced staff, 
and identification of customer service-related best practices. 
Coordinates all activities related to child support County Conferences 
and State Hearings including but not limited to researching applicable 
policies and procedures; reviewing case-related fact patterns; 
preparing or requesting additional documentation as needed including 
appeal summaries, case narratives, customer correspondence, case 
audits, etc.; engaging in pro-active customer contact at the county 
level; representing the Agency at state hearings-related meeting and 
hearings; providing testimony when needed; ensuring and 
documenting county compliance with any adverse decisions; and 
maintaining documentation of cases throughout the entire process 
including updating all required systems and databases.  
 
 
 (Performs Related Duties As Required) 

Knowledge of: 11a(public relations); 12(office management); 13(office 
practices and procedures-agency policies and procedures pertinent to 
assigned area)*;14(government structure and process)*; 
16(interviewing).  Skill in:  29(equipment operations-PC with various 
software applications and other office equipment).  Ability to:  30i(deal 
with variety of variables in somewhat unfamiliar context); 
30k(understand practical field of study-e.g. business administration);  
30l(define problems, collect data, establish facts and draw valid 
conclusions);  30q(understand most difficult classes of concept); 
30r(deal with many variables and determine specific action-e.g. 
multiple facts, research,etc.); 31d(calculate fractions, decimals and 
percentages); 31g(use statistical analysis);  32l(maintain accurate 
records); 32o(prepare meaningful, concise and accurate reports); 
32q(use proper research methods in gathering data); 32u(prepare and 
deliver speeches before specialized audiences and general public); 
32x(develop complex reports and position papers); 33e(gather, collect 
and classify information about data, people or things);  34c (cooperate 
with coworkers on group projects);  34f (handle sensitive inquiries from 
and contacts with officials and general public); 34i(respond to/resolve 
complaints from angry citizens and government officials). 
 
 
 
(*Developed After Employment) 
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Provides recommendations to Agency Managers and Assistant 
Director on potential policy, procedural, or program changes in order 
to improve the child support program through increased performance. 
This includes the development and implementation of specialized 
reports & initiatives targeted at improving the Agency’s performance 
in establishment and collection activities as well as other special 
projects. Provides technical assistance in planning, developing, 
evaluating, implementing and/or operating the Child Support 
Enforcement Agency. 
  
Participates in special projects including but not limited to 
coordination of the Quarterly Child Support Summit, coordination of 
the Agency’s Annual Self-Assessment and/or Data Reliability Audit, 
coordination of the Agency’s Mobile Application/Social Media 
outlets (in close consultation with the MCDJFS Communications 
Coordinator), planning of Child Support Awareness Month activities 
and other outreach events (e.g. speaks to community groups and 
general public to provide information).  Delivers, attends and 
participates in/on assigned staff meetings, committees, workshops, 
conference, training programs etc. Writes, completes and prepares 
correspondence, reports, forms & maintains required records & files 
for monitoring & evaluating of program services. Prepares and 
reviews weekly, monthly and quarterly reports. Maintains knowledge 
of program and available services.  Performs Related Duties As Required) 

Knowledge of 7 (workforce planning), 9a (lead work), 9b (supervision), 
11a (public relations), 11b (human relations), 13b* (agency policies and 
procedures), 14* (Montgomery County government structure and 
process), 15 (counseling), 16 (interviewing), 21*(social sciences-human 
services), 23*(law-employment, Ohio Administrative Code, Ohio 
Revised Code); Skill in  25a (typing), 25b* (word processing), 29 
(equipment operation--audio/visual, PC & related software); Ability to 
30c (carry out detailed but basic written or oral instructions), 30f (deal 
with problems involving several variables in familiar context), 30h 
(apply principles to solve practical, everyday problems), 30j (interpret 
variety of instructions in written, oral, picture or schedule form), 30r 
(deal with many variables and determine specific actions (e.g. research, 
production)), 31h (use statistical analysis), 32l (maintain accurate 
records), 32o (Originate routine business letters reflecting standard 
procedures), 32p (interview job applicants effectively), 32r (prepare 
meaningful, concise & accurate reports), 32t (use proper research 
methods in gathering data), 33e (gather, collate & classify information 
about data, people or things), 34c (work alone on most tasks), 34d 
(cooperate with co-workers on group projects), 34f (handle sensitive 
inquiries from & contacts with officials & general public), 34i (develop 
good rapport with co-workers, clients, customers &/or patients). 
 
 
(*Developed After Employment) 

UNUSUAL WORKING CONDITIONS: 
 
 
 

MINIMUM CLASS REQUIREMENTS: (Including License, If Any)  Completion of 
undergraduate major program course work in business, criminal justice, job and family services, social 
work, sociology, political science, psychology or related discipline as required by college or university 
and 4 years of experience in research, customer service, project management, or related field or 
completion of graduate major program in business, criminal justice, job and family services, social 
work, sociology, political science, psychology or related discipline and 1 year experience in research, 
customer services, project management or related field – or alternative, equivalent evidence of the 
minimum class requirements. (Other Evidences May Be Substituted) 
-OR, alternative, equivalent evidence of Minimum Class Requirements.  

TRAINING & 
DEVELOPMENT: 
 
 

 


