New York State Department of Civil Service
DIVISION OF CLASSIFICATION & COMPENSATION

Classification Standard
Occ. Code 2546400
Call Center Representative 4, Grade 20 2546400
Call Center Manager, Grade 25 2836500

Brief Description of Class Series

Positions in this series work at the various call centers of New York State.
Incumbents manage call center operations including staff performance, service and
delivery performance, and training programs.

Distinguishing Characteristics

Call Center Representative 4: third supervisory level; under the general direction
of a Call Center Manager, provides supervision, guidance, and oversight to teams of
lower-level Call Center Representatives; and develops and delivers training programs.
Incumbents typically supervise two or more Call Center Representatives 3.

Call Center Manager: managerial level; under the general direction of the Call
Center Assistant Director, manages the activities and staff of the Operations Unit,
including the administrative supervision of one or more Call Center Representatives 4.
May serve as an assistant director or director of a small call center.

Related Classes

Call Center Representatives 3 provide supervision, guidance, and oversight to
teams of lower-level Call Center Representatives. Incumbents typically supervise five or
more Call Center Representatives 2.

Call Center Quality Assurance Specialists apply quality assurance principles to
the review, evaluation, and monitoring of services delivered, and the quality of customer
service provided in a call center.



lllustrative Duties

Call Center Representative 4
Supervises Call Center Representatives 3 and provides guidance and oversight to
teams of lower-level Call Center Representatives; performs the full range of
administrative supervisory responsibilities.

Schedules and assigns work to unit members while developing performance evaluation
assessments to provide evaluation and guidance.

Provides backup to higher-level call center staff, such as the Call Center Manager, and
assists in meeting service levels.

Establishes and monitors fulfillment of work and quality control standards and
productivity goals.

Identifies and resolves operational problems.

Responds to escalated callers and complaints, following appropriate processes for
immediate response and communication of operational issues.

Anticipates fluctuations in call volume and schedules staff to ensure adequate
telephone coverage at all times.

Identifies training needs; develops and delivers training curriculum and programs to
lower-level Call Center Representatives.

Completes special projects as assigned.

May also perform all of the duties and responsibilities of lower-level Call Center
Representatives.

Call Center Manager

Oversees all activities of the Operations Unit including the daily performance of staff
and the delivery of services to customer agencies.

Ensures performance metrics, as agreed to in service level agreements with customer
agencies, are met or exceeded.

Responds to questions, concerns or feedback from customer agencies.
Manages training programs including the continuous assessment and improvement of

the call center training plan as it pertains to the Operations Unit, as well as the
coordination of resources and development of training schedules.



Identifies staffing and personnel requirements of each group of Call Center
Representatives.

Analyzes call volume trends to determine staffing levels and leave allowances; assigns
work hours and responds to leave requests based on operational needs and policies.

Develops, directs, and evaluates the call center’s hiring and training programs including
the recruitment, selection, and retention of employees.

Collaborates with Call Center Quality Assurance Specialists and other call center staff
to build standards for program evaluation and problem resolution, and to implement
guality assurance initiatives.

Participates in the creation and implementation of agency and call center policies and
ensures adherence to these policies.

Manages overtime assignments and other special project requests from customer
agencies.

Performs the full range of administrative supervisory responsibilities.
May also perform all of the duties and responsibilities of Call Center Representative 4.

May serve as an assistant director or director of a small call center.

Minimum Qualifications

Call Center Representative 4
Promotion: one year of permanent service as a Call Center Representative 3.

Open Competitive: High school graduation or equivalency AND five years of experience
in a position where your primary responsibility was providing customer service to the
general public either in an environment with substantial face-to-face interaction or in a
call center environment, of which one year of this experience must have been at a
supervisory level. Substitution: 60 college credits substitutes for one year of non-
supervisory experience; or a bachelor's degree substitutes for two years of non-
supervisory experience. A master’s degree substitutes for one additional year of non-
supervisory experience.

Call Center Manager

Promotion: one year of permanent service as a Call Center Representative 4.



Open Competitive: Eight years of management experience in a call center environment.
This experience must include directing and coordinating projects, or process
improvement initiatives. It must also include one year of experience in direct staff
supervision. Substitution: associate’s degree substitutes for two years of non-
supervisory experience; or a bachelor's degree substitutes for four years of non-
supervisory experience. A master’s degree substitutes for one additional year of non-
supervisory experience.

Note: Classification Standards illustrate the nature, extent, and scope of duties and
responsibilities of the classes they describe. Standards cannot and do not include all of the
work that might appropriately be performed by a class. The minimum qualifications above are
those which were required for appointment at the time the Classification Standard was
written. Please contact the Division of Staffing Services for current information on minimum
gualification requirements for appointment or examination.
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